
Weighting matrix
Required FactorAchieved

b     *caSignificance Level: 95%
Total                 403 100.000% 100.0000.24814

19.0000.3114861  15.136%North 0-9 Employees
1.0000.0434823   5.707%North 10+ Employees

b
23.0000.4107156  13.896%Mids 0-9 Employees

a
1.0000.0416724   5.955%Mids 10+ Employees

b
41.0000.5942069  17.122%South 0-9 Employees

a
1.0000.0454522   5.459%South 10+ Employees

%  13.0000.11712111  27.543Wal/Sco/NI 0-9 Emplo
b

1.0000.0270337   9.181%Wal/Sco/NI 10+ Emplo
b

Columns Tested: a,b,c
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Weighting matrix
Required FactorAchieved

b     *caSignificance Level: 95%
Total                 387 100.000% 100.0000.25840

19.0000.3333357  14.729%North 0-9 Employees
1.0000.0555618   4.651%North 10+ Employees

23.0000.3239471  18.346%Mids 0-9 Employees
1.0000.0476221   5.426%Mids 10+ Employees

41.0000.6307765  16.796%South 0-9 Employees
a

1.0000.0909111   2.842%South 10+ Employees
%  13.0000.11818110  28.424Wal/Sco/NI 0-9 Emplo

b
1.0000.0294134   8.786%Wal/Sco/NI 10+ Emplo

b
Columns Tested: a,b,c
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Weighting matrix
Required FactorAchieved

b     *caSignificance Level: 95%
Total                 401 100.000% 100.0000.24938

19.0000.3584953  13.217%North 0-9 Employees
1.0000.0555618   4.489%North 10+ Employees

23.0000.3898359  14.713%Mids 0-9 Employees
a

1.0000.0476221   5.237%Mids 10+ Employees
41.0000.6307765  16.209%South 0-9 Employees

a
1.0000.0666715   3.741%South 10+ Employees

%  13.0000.10000130  32.419Wal/Sco/NI 0-9 Emplo
b

1.0000.0250040   9.975%Wal/Sco/NI 10+ Emplo
b

Columns Tested: a,b,c
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Weighting matrix
Required FactorAchieved

b     *caSignificance Level: 95%
Total                 400 100.000% 100.0000.25000

19.0000.3166760  15.000%North 0-9 Employees
1.0000.0400025   6.250%North 10+ Employees

b
23.0000.4107156  14.000%Mids 0-9 Employees

a
1.0000.0400025   6.250%Mids 10+ Employees

b
41.0000.7592654  13.500%South 0-9 Employees

a
1.0000.0416724   6.000%South 10+ Employees

b
%  13.0000.10317126  31.500Wal/Sco/NI 0-9 Emplo

b
1.0000.0333330   7.500%Wal/Sco/NI 10+ Emplo

b
Columns Tested: a,b,c
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bghi

GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

Agriculture, hunting and
9377139113161112-86119forestry

7%9%10%16%9%8%13%2%9%13%-%5%7%8%

cfcfcfbcfhmcfcfbcfmcfbcfmc

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

m

7*-*-2-5---*-7Mining and quarrying
*%*%-%*%-%1%-%2%-%-%-%*%-%*%

1167471413201711731811134Manufacturing
8%10%5%9%13%10%9%6%9%9%2%11%13%8%

cccckccccckck

Electricity / Gas /
18121132213-3222Water supply

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

124459121319311896610142Construction
9%5%7%11%12%10%8%11%14%10%4%4%12%9%

bblblblbcklb

Wholesale and retail
trade: repair of motor

317181919234243742823274117373vehicles / motor cycles
23%26%27%24%22%30%19%26%22%26%17%26%20%23%

c

803768524177458396Hotels and restaurants
6%4%10%8%8%3%10%6%5%5%3%5%3%6%

hlmhl

Transportation storage
49132435661105854and communication

4%1%5%2%4%3%2%2%5%2%6%3%9%3%

llllldfjlm

Financial intermediation
73334231113351814483and insurance

5%4%4%6%1%2%5%5%2%6%11%9%5%5%

ehiklmehik

Real estate, rental and
17585711142132134442710195business

13%11%8%8%10%10%9%11%11%5%28%17%11%12%

dkdjkadefghi

jklm

Public administration
211113*57*1-3123and defence

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

2831124-124*-2333Educational services
2%4%1%1%2%3%-%4%4%*%-%2%4%2%

gjkgjkg

Healthcare and social
9374545731981963110work

7%9%6%7%4%4%3%11%7%10%12%4%4%7%

Ofcom; Business Postal Tracker
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Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

Other community, social
and personal service

127986814321811623122150activities
9%13%11%7%8%10%14%7%9%7%14%7%3%9%

aaaaafja

Private households with
4----13------4employed persons
*%-%-%-%-%1%1%-%-%-%-%-%-%*%

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

4012-43584155543Other answers
3%1%3%-%4%2%2%3%3%2%3%3%6%3%

jjjjjjjjjjl

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

Agriculture, hunting and
11271**1118------119119forestry

15%1%2%4%2%2%8%-%-%-%-%-%-%98%8%

abcebdefg

21----3------33Fishing
*%*%-%-%-%-%*%-%-%-%-%-%-%2%*%

beg

52*-**6-----7-7Mining and quarrying
1%*%1%-%1%1%*%-%-%-%-%-%5%-%*%

adeg

637110145124-----134-134Manufacturing
8%9%15%16%26%12%8%-%-%-%-%-%95%-%8%

aaabeadefg

Electricity / Gas /
9131--121----22--22Water supply
1%2%1%-%-%1%1%-%-%-%-%100%-%-%1%

75665**4137---142---142Construction
10%8%7%5%2%10%9%-%-%-%100%-%-%-%9%

cccabefg

Wholesale and retail
trade: repair of motor

17220111237362--373----373vehicles / motor cycles
22%24%18%19%18%17%24%-%-%100%-%-%-%-%23%

beabdfg

58385*149196------96Hotels and restaurants
8%5%8%5%4%10%6%14%-%-%-%-%-%-%6%

aaabdef

Transportation storage
30252*115254------54and communication

4%3%4%4%7%3%3%8%-%-%-%-%-%-%3%

abdef

Financial intermediation
32513-*280-83-----83and insurance

4%6%4%-%3%6%5%-%100%-%-%-%-%-%5%

abdeg

Real estate, rental and
731235113191195------195business

9%15%7%8%6%8%12%29%-%-%-%-%-%-%12%

bbeabdef

Public administration
9142**12223------23and defence
1%2%3%1%3%3%1%4%-%-%-%-%-%-%1%

abde

161752122833------33Educational services
2%2%8%19%6%6%2%5%-%-%-%-%-%-%2%

aabceaaabde

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

Healthcare and social
31786*24103110------110work

4%10%10%5%15%9%7%16%-%-%-%-%-%-%7%

baaabdef

Other community, social
and personal service

55946114144150------150activities
7%11%9%10%6%10%9%22%-%-%-%-%-%-%9%

babdef

Private households with
4-----44------4employed persons
1%-%-%-%-%-%*%1%-%-%-%-%-%-%*%

a

*-*--*--------*Don't know
*%-%*%-%-%1%-%-%-%-%-%-%-%-%*%

aa

21212**141-------43Other answers
3%3%3%4%1%3%3%-%-%-%-%-%-%-%3%

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

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

Agriculture, hunting and
-333728751262451210719961119forestry
-%15%6%2%4%11%8%4%8%9%4%8%5%13%12%8%8%

cdcddccb

------12-121---33Fishing
-%-%-%-%-%-%*%1%-%*%1%*%-%-%-%*%*%

-*-**-6*7-*7*3-27Mining and quarrying
-%*%-%*%*%-%1%*%1%-%*%1%1%4%-%*%*%

a

-468232765485333488743570134Manufacturing
-%19%10%6%15%10%7%15%7%7%15%7%27%5%7%9%8%

adadabaabc

Electricity / Gas /
--*227124135418-231122Water supply
-%-%*%1%1%3%1%1%2%1%1%1%-%3%4%1%1%

-*111152888108349101322121283142Construction
-%2%1%9%9%11%9%3%11%10%3%10%14%16%16%11%9%

eeefefccb

Wholesale and retail
trade: repair of motor

*49293569208951691099527832123165373vehicles / motor cycles
6%18%16%23%22%27%22%31%22%21%31%22%21%30%31%22%23%

eaba

-1*1198323758294*115796Hotels and restaurants
-%3%*%1%*%3%9%1%5%11%1%7%2%1%1%8%6%

cbcdecbcbbc

Transportation storage
--26773362721648*222554and communication
-%-%3%5%5%3%3%2%4%4%2%4%2%3%2%3%3%

Financial intermediation
*377161337155712156828*3883and insurance
6%11%12%5%10%5%4%5%7%2%5%5%12%11%*%5%5%

aababaaabab

Real estate, rental and
3412251815118541014054142251285195business

88%17%20%20%12%6%13%17%13%8%17%11%13%7%16%11%12%

bbabcbbabaac

Public administration
-*-6*2153812320-**1523and defence
-%*%-%5%*%1%2%1%1%2%1%2%-%1%*%2%1%

abc

-111182221020230*1*1833Educational services
-%2%1%1%*%3%2%1%1%4%1%2%2%1%*%2%2%

cbc

Healthcare and social
-116131415522453332486-1434110work
-%3%26%10%9%6%6%8%7%6%8%7%-%1%5%5%7%

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

Other community, social
and personal service

-24716259219775419131-1369150activities
-%9%6%6%10%10%10%6%10%11%6%10%-%1%4%9%9%

ccbcd

Private households with
------4-13-4---14employed persons
-%-%-%-%-%-%*%-%*%1%-%*%-%-%-%*%*%

-**----*--*--*--*Don't know
-%1%*%-%-%-%-%*%-%-%*%-%-%*%-%-%*%

a

--*737241318121330-312343Other answers
-%-%1%6%2%3%3%4%2%2%4%2%-%4%1%3%3%

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

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

Agriculture, hunting and
-171033117111813-242119forestry
-%6%8%2%8%1%8%5%10%-%3%7%8%

bbcc

2-12121--2--3Fishing
6%-%*%1%*%1%*%-%-%3%-%-%*%

aaa

-7*5224*---57Mining and quarrying
-%2%*%3%*%2%*%*%-%-%-%1%*%

aaa

5517840942910541010757134Manufacturing
21%18%6%26%7%27%7%17%31%20%12%10%8%

aaaaba

Electricity / Gas /
-616319220----1322Water supply
-%2%1%2%1%2%1%-%-%-%-%2%1%

1181228133413713*-42142Construction
6%6%10%5%9%4%9%5%9%1%-%7%9%

bb

Wholesale and retail
trade: repair of motor

1288272513213933315112224143373vehicles / motor cycles
48%31%21%33%22%36%22%58%36%44%41%24%23%

aaaaaa

-492-96-96-*--2796Hotels and restaurants
-%1%7%-%7%-%6%-%1%-%-%5%6%

bbb

Transportation storage
4248450450--**1354and communication

15%1%4%3%3%4%3%-%-%*%*%2%3%

b

Financial intermediation
*1370182182-**-3083and insurance
2%4%5%1%6%1%6%-%1%*%-%5%5%

bbb

Real estate, rental and
134161131828187218983195business
2%12%13%9%13%8%13%7%2%16%15%14%12%

Public administration
-321321321*-2*1123and defence
-%1%2%2%1%2%1%*%-%5%*%2%1%

-*32*32-33---*833Educational services
-%*%3%*%2%-%2%-%-%-%1%1%2%

b

Healthcare and social
*119811091109-121040110work
*%4%8%1%8%1%7%-%2%3%18%7%7%

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

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

Other community, social
and personal service

-2112912137814213-364150activities
-%7%10%8%10%7%10%3%8%-%5%11%9%

cc

Private households with
--4-4-4-----4employed persons
-%-%*%-%*%-%*%-%-%-%-%-%*%

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

-10337365371-431143Other answers
-%3%3%5%2%5%3%5%-%8%5%2%3%

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

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

Agriculture, hunting and
81162631-179413303811659115342165119forestry
7%8%5%10%-%4%9%4%6%6%8%6%8%7%8%8%8%

adfff

-12--212-21-12-13Fishing
-%*%*%-%-%*%*%1%-%*%*%-%*%*%-%*%*%

b

*752*372*5757*247Mining and quarrying
*%*%1%1%2%1%1%1%*%1%*%1%*%*%1%*%*%

c

18125441317410158487712478121481866134Manufacturing
16%8%9%4%9%18%9%20%10%12%8%9%8%11%7%8%8%

abcabcdegabc

Electricity / Gas /
3226725193912221322611622Water supply
3%1%1%2%17%1%2%1%2%2%1%1%1%1%*%2%1%

61354430*1511311243413991135322683142Construction
5%9%9%9%2%4%10%4%5%5%9%10%9%7%10%10%9%

adefdefdefdef

Wholesale and retail
trade: repair of motor

183401055431572429610719333719633011758194373vehicles / motor cycles
15%23%22%17%24%38%22%34%23%30%22%21%22%26%22%23%23%

ccabcegabceg

2922225-2572302193419219106696Hotels and restaurants
2%6%5%8%-%1%5%1%7%3%6%4%6%4%4%8%6%

cafdffdffdfbc

Transportation storage
452127*64261665318511173554and communication
3%3%3%2%3%1%4%2%4%1%3%2%3%3%3%4%3%

bddbdbd

Financial intermediation
781392226494193083668025194083and insurance
6%5%8%7%23%1%5%2%4%5%5%7%5%5%7%5%5%

baffffdefgf

Real estate, rental and
261877849149141326684189133186664285195business
22%12%16%15%8%12%13%11%14%13%12%15%12%14%16%10%12%

bbaa

Public administration
*2378*59*612231623631123and defence
*%2%1%3%4%1%1%*%1%2%2%2%2%1%1%1%1%

ffff

*3135-315267321832532533Educational services
*%2%1%2%-%1%1%1%1%1%2%2%2%1%1%3%2%

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

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

Healthcare and social
21063226-276317414110969108342649110work
2%7%7%8%-%7%6%6%9%7%7%7%7%8%10%6%7%

ccga

Other community, social
and personal service

1814640361338928465614389141351993150activities
15%10%8%11%9%8%8%10%10%9%9%10%9%8%7%11%9%

ab

Private households with
-4----1-1-4341-34employed persons
-%*%-%-%-%-%*%-%*%-%*%*%*%*%-%*%*%

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

4431110-1035109164222421462243Other answers
3%3%2%3%-%2%3%3%2%3%3%2%3%3%2%3%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Table 1  (continuation)                                                                                                                                                                          Page 14

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

Produced by OLR
OFC1885
Issue date: 21/04/15



a

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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

Agriculture, hunting and
239061211956-1188611998118110289193119forestry
12%8%3%7%8%7%-%8%7%8%7%8%8%4%6%9%8%8%

aa

-3--32-323231--113Fishing
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-42577-777774*2777Mining and quarrying
-%*%1%3%*%1%-%*%1%*%1%*%*%*%2%1%1%*%

abc

2584261913378-1321111301121281063168398134Manufacturing
12%7%13%10%9%10%-%8%9%8%8%8%8%6%12%8%8%8%

bb

Electricity / Gas /
317232215-222022202216-6161722Water supply
1%1%1%2%1%2%-%1%2%1%2%1%1%-%4%2%1%1%

c

261078814073-1421161401291401265982115142Construction
13%9%4%4%9%9%-%9%10%9%10%9%9%12%7%8%10%9%

aacc

Wholesale and retail
trade: repair of motor

322786348366183-3683173693173693091632211255373vehicles / motor cycles
16%23%32%26%23%22%-%24%26%24%24%24%22%37%23%21%21%23%

cbcc

1279569543-93689576958915457796Hotels and restaurants
6%7%2%3%6%5%-%6%6%6%6%6%6%3%4%4%6%6%

ab

Transportation storage
645385424-543454415446-4303754and communication
3%4%2%4%3%3%-%3%3%3%3%3%3%-%3%3%3%3%

Financial intermediation
86113107945-815778717872-11497383and insurance
4%5%7%5%5%6%-%5%5%5%5%5%5%-%8%5%6%5%

Real estate, rental and
251372934190105-192141192168192172515125162195business
12%12%15%18%12%13%-%12%12%12%13%12%12%12%11%13%13%12%

b

Public administration
516312310-1815231723213-152023and defence
2%1%1%*%1%1%-%1%1%1%1%1%2%6%-%1%2%1%

ac

328213210-321733293330*2192233Educational services
1%2%1%*%2%1%-%2%1%2%2%2%2%*%2%2%2%2%

Healthcare and social
177716710660-105861069710696698475110work

8%6%8%4%7%7%-%7%7%7%7%7%7%14%7%8%6%7%

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

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

Other community, social
and personal service

14121152414780-150108149119149137*1299120150activities
7%10%7%13%9%10%-%10%9%10%9%10%10%*%9%10%10%9%

Private households with
-4--43-43444311444employed persons
-%*%-%-%*%*%-%*%*%*%*%*%*%3%1%*%*%*%

c

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

335524322-40304331403913342643Other answers
1%3%2%1%3%3%-%3%2%3%2%3%3%1%2%3%2%3%

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

Agriculture, hunting and
15-982258913106457411216119forestry

6%-%8%8%6%7%9%7%8%7%8%1%4%8%

b

-21--112121-23Fishing
-%3%*%-%-%*%1%*%*%*%*%-%1%*%

bac

5-432425257--7Mining and quarrying
2%-%*%1%3%*%1%*%*%1%1%-%-%*%

a

3221953459691254094981124134Manufacturing
14%40%7%12%7%8%6%9%7%9%7%13%17%8%

bbcc

Electricity / Gas /
42175-15-22814191222Water supply
2%4%1%2%-%1%-%2%1%1%1%1%2%1%

152116248106513741100126510142Construction
6%3%9%8%10%9%3%9%7%10%9%6%7%9%

bb

Wholesale and retail
trade: repair of motor

82113085215292513221801933003238373vehicles / motor cycles
36%20%24%18%19%24%35%22%31%19%22%37%26%23%

aaaac

4*801647515813957828596Hotels and restaurants
2%*%6%6%5%6%11%6%7%6%6%10%4%6%

a

Transportation storage
6-455140-541341511254and communication
3%-%4%2%2%3%-%4%2%4%4%1%1%3%

b

Financial intermediation
10*6518362281275672-683and insurance

5%*%5%6%4%5%1%6%5%6%5%-%4%5%

bbb

Real estate, rental and
2651623317147-195741211641218195business
12%9%13%11%22%12%-%14%13%12%12%13%12%12%

ab

Public administration
3-194416122101321-323and defence
1%-%2%1%5%1%1%2%2%1%2%-%2%1%

a

*-258*2752842932*-33Educational services
*%-%2%3%*%2%3%2%1%3%2%1%-%2%

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

Healthcare and social
9*8425289910133779289110work
4%*%7%9%3%7%6%7%6%8%7%10%6%7%

Other community, social
and personal service

1010119317112251245199129317150activities
5%18%9%11%9%9%17%9%9%10%10%4%12%9%

babb

Private households with
--4--413134--4employed persons
-%-%*%-%-%*%1%*%*%*%*%-%-%*%

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

5131125365381627353543Other answers
2%2%2%4%6%3%3%3%3%3%3%3%3%3%

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

Agriculture, hunting and
43273317-15119forestry
11%7%8%4%-%6%8%

aa

-12--23Fishing
-%*%*%-%-%1%*%

4-*3-57Mining and quarrying
1%-%*%1%-%2%*%

c

29332844344134Manufacturing
7%8%7%11%40%18%8%

bd

Electricity / Gas /
5844-522Water supply
1%2%1%1%-%2%1%

16343755-15142Construction
4%8%9%14%-%6%9%

ddbcd

Wholesale and retail
trade: repair of motor

109849784-87373vehicles / motor cycles
27%21%24%22%-%35%23%

c

26182627-296Hotels and restaurants
7%4%6%7%-%1%6%

Transportation storage
11141613-654and communication

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

Financial intermediation
22221029-1183and insurance

5%5%3%8%-%4%5%

bbb

Real estate, rental and
56473656320195business
14%12%9%15%41%8%12%

bb

Public administration
2399-323and defence
1%1%2%2%-%1%1%

dd

216113-*33Educational services
*%4%3%1%-%*%2%

adad

Healthcare and social
2345339-10110work

6%11%8%2%-%4%7%

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

Ofcom; Business Postal Tracker
Table 1  (continuation)                                                                                                                                                                          Page 19

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

Other community, social
and personal service

29425425-20150activities
7%10%13%7%-%8%9%

ad

Private households with
-3-1--4employed persons
-%1%-%*%-%-%*%

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

263671543Other answers
7%1%1%2%18%2%3%

abc

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

None - self employed or
3441421192932665829303344223981 other employee

25%20%30%24%28%23%29%21%23%34%21%28%25%25%

lfl

9775045587210015821390521241066211292-9
71%72%63%71%68%73%69%76%72%59%77%68%71%71%

dkdddkddk

223322233223223110-25
2%5%4%3%2%2%1%1%2%3%2%1%2%2%

m

71111111*1*111026-49
1%2%2%1%1%1%*%*%*%1%*%1%1%1%

1211111-223*211550 - 99
1%2%1%1%1%1%-%1%2%3%*%1%2%1%

611*11*21**118100 - 249
*%1%1%1%1%*%*%1%1%*%*%1%1%1%

486554548664746410+ employees
3%9%7%6%4%4%2%3%5%7%2%4%5%4%

fgmgm

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

None - self employed or
208190----398145288044839433981 other employee

27%23%-%-%-%-%26%22%33%21%31%36%27%35%25%

bcdeegegeg

534595----1129489532829314927811292-9
70%72%-%-%-%-%74%74%64%76%66%62%65%64%71%

bcdeababdf

121831--31-142531413110-25
2%2%48%-%-%75%-%2%2%1%2%2%3%1%2%

acdacde

3710--10-5121-1*1026-49
*%1%16%-%-%25%-%1%1%1%1%-%1%*%1%

acdacde

7815-15--7*3*-4*1550 - 99
1%1%23%-%100%-%-%1%1%1%*%-%3%*%1%

abdabde

4588---4-2*-1*8100 - 249
*%1%13%100%-%-%-%1%-%*%*%-%1%*%1%

abcabce

26376481541-31311511016410+ employees
3%5%100%100%100%100%-%5%3%3%3%2%7%1%4%

aaaaae

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

None - self employed or
-249154831134179185343642322843981 other employee
-%10%7%8%9%18%33%11%23%36%11%28%11%4%2%37%25%

cdebcdefcbcbbcd

314501021322016102445693172448867596947011292-9
88%59%83%82%84%77%65%79%74%62%79%69%47%84%94%62%71%

afafafafabaaadad

-135651012145121915253110-25
-%6%5%4%4%2%1%4%2%1%4%1%7%7%3%1%2%

aaaaabaaaa

*2*222255155111*1026-49
6%7%1%2%1%1%*%2%1%*%2%*%7%2%1%*%1%

abcaaaaaa

*31423195*9532-11550 - 99
6%11%2%3%1%1%*%3%1%*%3%*%21%2%-%*%1%

abcdeaaaaabaabca

-212112621621*--8100 - 249
-%7%2%2%1%*%*%2%*%*%2%*%7%*%-%-%1%

abcdaaabaabc

*761311111532257323278366410+ employees
12%31%11%11%7%4%2%10%3%1%10%2%42%11%4%1%4%

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

None - self employed or
65433725371193782611111333981 other employee

23%19%26%16%26%17%26%8%21%21%18%23%25%

bbbe

1921489711710128510452122374343111292-9
74%75%70%77%70%77%71%82%71%73%75%73%71%

*9215253271121133110-25
2%3%2%3%2%3%2%3%3%3%2%2%2%

*272919*11141026-49
1%1%1%1%1%1%1%*%2%1%2%1%1%

*4102122132*1151550 - 99
1%1%1%2%1%2%1%6%1%1%2%1%1%

a

-1718*8**1148100 - 249
-%*%1%*%1%*%1%1%1%1%1%1%1%

1174610546583234266410+ employees
4%6%4%6%4%6%4%10%8%7%7%4%4%

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

None - self employed or
4037610462*1002488067126377190367103492393981 other employee
34%25%22%19%4%24%23%28%15%20%25%21%25%23%19%28%25%

abebdeebdeebdebc

66107334824592967821953644751079680106233619858511292-9
57%71%73%75%84%71%72%68%79%75%71%74%71%74%76%68%71%

ccabcfgfaa

430108*9245131530222976183110-25
4%2%2%3%1%2%2%2%3%2%2%2%2%1%2%2%2%

11043*38256108103251026-49
1%1%1%1%2%1%1%1%1%1%1%1%1%1%1%1%1%

3147315112781412144381550 - 99
3%1%1%1%6%1%1%1%2%1%1%1%1%1%1%1%1%

b

1834*261458782258100 - 249
1%1%1%1%3%*%1%*%1%1%1%1%1%*%1%1%1%

10622319119491128346249611513356410+ employees
9%4%5%6%12%4%5%4%6%5%4%5%4%3%5%4%4%

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

None - self employed or
573063548394186-3882773893093863439372182983981 other employee
28%26%18%26%25%23%-%25%23%25%23%25%25%20%27%22%25%25%

aa

1378351531271108599-111088611169711113980349373185211292-9
68%70%78%68%71%73%-%71%73%71%73%71%71%77%68%74%71%71%

bc

423453015-3025302730251321253110-25
2%2%2%3%2%2%-%2%2%2%2%2%2%2%3%2%2%2%

2721106-1091010109*1881026-49
1%1%1%1%1%1%-%1%1%1%1%1%1%1%*%1%1%1%

11033149-141214141412*211121550 - 99
1%1%2%2%1%1%-%1%1%1%1%1%1%*%1%1%1%1%

261284-878887-1688100 - 249
1%1%*%1%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

8479116234-6253635863541746536410+ employees
4%4%5%6%4%4%-%4%4%4%4%4%4%3%5%5%4%4%

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

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

None - self employed or
461031081232934934918621234421333981 other employee
21%18%24%28%30%24%34%24%32%21%26%24%22%25%

aa

16641914197518719510353817499516110811292-9
74%76%72%68%65%72%66%72%65%75%71%70%74%71%

b

71256223130112024233110-25
3%2%2%2%3%2%1%2%2%2%2%3%2%2%

2*91*8-10289111026-49
1%*%1%*%*%1%-%1%*%1%1%1%*%1%

32104111-1541011121550 - 99
1%3%1%1%1%1%-%1%1%1%1%1%1%1%

1-71*7*82681*8100 - 249
*%-%1%*%*%1%*%1%*%1%1%1%*%1%

1335112449163204452566410+ employees
6%6%4%4%5%4%1%4%3%4%4%6%4%4%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,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?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

None - self employed or
70961181131523981 other employee
17%24%30%29%18%21%25%

ddd

316288267258618011292-9
79%72%66%67%82%73%71%

abc

7888-73110-25
2%2%2%2%-%3%2%

2232-21026-49
1%1%1%1%-%1%1%

4433-41550 - 99
1%1%1%1%-%1%1%

3222-18100 - 249
1%1%*%*%-%*%1%

16161615-146410+ employees
4%4%4%4%-%6%4%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



eg

GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

16091381519253719161885190Up to £49,999
12%12%18%9%14%14%11%13%15%18%11%5%5%12%

bbabjmbbbababj

2028811152332291814203614230£50,000 - £99,999
15%12%11%14%14%17%14%10%15%16%13%23%16%14%

fjklm

1544713122228288823178177£100,000 - £199,999
11%5%10%15%11%16%12%10%7%9%15%11%9%11%

lelelll

796388682383511896£200,000 - £299,999
6%9%4%10%8%4%3%8%6%3%3%7%9%6%

dkm

343234*6933-7343£300,000 - £399,999
3%4%3%4%4%*%2%3%2%3%-%5%4%3%

hhhh

2121112*34*54125£400,000 - £499,999
2%3%1%1%1%1%*%1%3%*%3%3%1%2%

46232-415144322354£500,000 - £749,999
3%3%4%3%-%3%7%5%3%4%1%1%3%3%

ibii

16111136*-122-20£750,000 - £999,999
1%1%2%2%1%2%2%*%-%1%2%1%-%1%

2332222*31285*30£1,000,000 - £1,499,999
2%4%3%3%2%1%*%1%1%2%5%3%*%2%

gm

191*-12-8*132219£1,500,000 - £1,999,999
1%1%*%-%1%1%-%3%*%1%2%1%2%1%

jkj

2011*1428**-2221£2,000,000 - £4,999,999
1%1%1%*%1%3%1%3%*%*%-%1%2%1%

141*115*11114116£5,000,000 +
1%1%*%1%1%4%*%*%*%1%*%2%1%1%

gkm

4622523253536771053728635031536Don't know / not sure
34%36%33%31%33%26%34%37%29%32%39%32%36%34%

118576910291222810711135Refused
9%7%10%7%8%7%13%4%18%9%6%4%12%9%

bfbcfhijlmbf

6303033425471981255643668037735£0-£399,999
46%42%46%52%51%51%43%45%45%49%41%51%42%46%

8455539211785108499£400,000 - £999,999
6%8%7%6%3%6%9%6%6%5%6%5%5%6%

i

614334731923118470£1,000,000 - 4,999,999
4%6%4%3%4%5%1%7%1%4%7%5%5%4%

Ofcom; Business Postal Tracker
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C2a. Revenue
Base: All respondents

eg
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

141*115*11114116£5,000,000 +
1%1%*%1%1%4%*%*%*%1%*%2%1%1%

gkm

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

Produced by OLR
OFC1885
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

100901-*1189881235224618190Up to £49,999
13%11%1%-%1%2%12%13%15%9%16%20%4%15%12%

bcdebbbbeb

1151141--12298518471952419230£50,000 - £99,999
15%14%1%-%-%2%15%13%21%13%14%24%17%15%14%

bcdeg

89881--1176746401412119177£100,000 - £199,999
12%11%1%-%-%2%12%11%7%11%10%4%15%16%11%

bcde

47491-*1953911914-13496£200,000 - £299,999
6%6%2%-%1%2%6%6%1%5%10%-%9%3%6%

bceaff

23191-*14110*1411*6143£300,000 - £399,999
3%2%2%-%1%3%3%1%*%4%8%2%4%1%3%

gafgg

10152-*1239*92-2325£400,000 - £499,999
1%2%3%-%1%4%2%1%*%2%2%-%1%2%2%

a

27262--25217*13935754£500,000 - £749,999
4%3%3%-%-%5%3%3%*%3%6%14%4%5%3%

cfg

10101--1194*103-*220£750,000 - £999,999
1%1%2%-%-%3%1%1%*%3%2%-%*%2%1%

abg

14163*13264411421130£1,000,000 - £1,499,999
2%2%5%2%4%6%2%1%5%3%3%9%1%1%2%

aabggg

1281-*1182228-3219£1,500,000 - £1,999,999
2%1%2%-%1%3%1%*%3%1%5%-%2%2%1%

ageggg

1663*1218517*-2621£2,000,000 - £4,999,999
2%1%5%2%6%6%1%1%2%2%*%-%1%5%1%

aaaadg

79713293232-4116£5,000,000 +
1%1%10%13%23%5%1%*%2%1%2%-%3%1%1%

abababeag

225311377922499262311272634629536Don't know / not sure
29%38%58%81%58%54%33%39%37%34%18%13%33%23%34%

baabceaaadadadd

74613*121336453573712135Refused
10%7%4%2%4%5%9%10%6%9%5%13%5%10%9%

be

3743615-*47302963715680117061735£0-£399,999
49%44%7%-%3%10%48%45%45%42%57%50%49%50%46%

dcdbcdeeg

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

48515-*4943113214371199£400,000 - £999,999
6%6%7%-%1%11%6%5%1%8%10%14%5%9%6%

cdacdfgfgfg

41298*2663108211226970£1,000,000 - 4,999,999
5%4%12%4%11%15%4%1%9%6%8%9%4%7%4%

aaadggggg

79713293232-4116£5,000,000 +
1%1%10%13%23%5%1%*%2%1%2%-%3%1%1%

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

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

---31241588761078182---190190Up to £49,999
-%-%-%2%1%9%17%2%10%21%2%14%-%-%-%25%12%

cdefbcdefcbcbbcd

--3132027160321049332198---230230£50,000 - £99,999
-%-%4%10%12%10%17%10%13%18%10%15%-%-%-%30%14%

feffbdefbcbbcd

-14102027113161065616161---177177£100,000 - £199,999
-%5%6%8%13%10%12%5%14%11%5%13%-%-%-%23%11%

ccbbcd

-*191316561859191878---9696£200,000 - £299,999
-%2%2%7%8%6%6%6%8%4%6%6%-%-%-%13%6%

abcd

--2541121122291231---4343£300,000 - £399,999
-%-%3%4%3%4%2%4%3%2%4%2%-%-%-%6%3%

bc

-1*52116121031213---2525£400,000 - £499,999
-%6%*%4%1%4%1%4%1%1%4%1%-%-%-%3%2%

aceaacaba

-*66101513212852133--54-54£500,000 - £749,999
-%2%10%5%7%6%1%7%4%1%7%3%-%-%73%-%3%

aaaaabaaacd

--43257786713--20-20£750,000 - £999,999
-%-%6%2%1%2%1%2%1%1%2%1%-%-%27%-%1%

acacd

-*1122410141241416-30--30£1,000,000 - £1,499,999
-%2%1%10%1%2%1%4%2%1%4%1%-%42%-%-%2%

abceabaabd

-*317454141416-19--19£1,500,000 - £1,999,999
-%1%5%1%4%1%1%1%2%*%1%1%-%28%-%-%1%

aaaabd

31*524610741011-21--21£2,000,000 - £4,999,999
88%3%*%4%1%2%1%3%1%1%3%1%-%30%-%-%1%

aabaabd

*2221286456916---16£5,000,000 +
12%7%3%2%*%1%1%2%1%1%2%1%100%-%-%-%1%

abcdbaabc

-1430416491289117270148117419----536Don't know / not sure
-%62%49%33%40%35%31%38%35%29%38%33%-%-%-%-%34%

abcdabdaaa

-271110208433554833102----135Refused
-%9%11%9%7%8%9%11%7%9%11%8%-%-%-%-%9%

b

-2939581055088536628485650---735735£0-£399,999
-%7%15%31%37%40%54%28%47%56%28%51%-%-%-%97%46%

efefefbcdefcbcbbcd

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

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-210141431253945143959--742599£400,000 - £999,999
-%8%16%11%9%12%3%13%6%3%13%5%-%-%100%3%6%

aaaaaabaaacd

31418111221283492843-70--70£1,000,000 - 4,999,999
88%6%6%15%7%5%2%9%4%2%9%3%-%100%-%-%4%

abcaaabaaabd

*2221286456916---16£5,000,000 +
12%7%3%2%*%1%1%2%1%1%2%1%100%-%-%-%1%

abcdbaabc

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

Produced by OLR
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abd

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

234154111798181**1580190Up to £49,999
7%12%12%7%12%8%12%2%1%3%8%14%12%

cd

6321911221512216466879230£50,000 - £99,999
22%11%15%8%15%11%15%16%18%11%13%13%14%

b

234141181598169237569177£100,000 - £199,999
9%12%11%12%11%7%11%7%8%14%9%12%11%

22074168014821*323296£200,000 - £299,999
10%7%6%11%6%13%6%5%2%6%4%5%6%

aa

-123093463612321643£300,000 - £399,999
-%4%2%6%2%6%2%5%5%6%4%3%3%

aa

-1313322322-1221525£400,000 - £499,999
-%4%1%2%2%3%1%-%5%5%3%3%2%

a

-1341351252-*152954£500,000 - £749,999
-%5%3%2%4%2%3%-%1%2%8%5%3%

*316218119-4--720£750,000 - £999,999
2%1%1%1%1%1%1%-%12%-%-%1%1%

abce

17222272281-21730£1,000,000 - £1,499,999
2%3%2%2%2%2%2%4%-%4%2%1%2%

-6133173161-*-619£1,500,000 - £1,999,999
-%2%1%2%1%3%1%2%-%*%-%1%1%

-7145174183-*1621£2,000,000 - £4,999,999
-%2%1%3%1%3%1%11%-%*%1%1%1%

aabc

-411312213*11*516£5,000,000 +
-%2%1%2%1%2%1%1%2%2%1%1%1%

117744749486335027111622204536Don't know / not sure
44%27%35%32%34%30%34%29%36%31%37%35%34%

b

1231121612010125538635135Refused
4%8%9%10%8%9%8%18%9%16%10%6%9%

aa

1213159066667486859112022276735£0-£399,999
48%46%46%43%46%44%46%35%35%40%38%47%46%

*2870890693-6365199£400,000 - £999,999
2%10%5%6%6%6%6%-%18%7%11%9%6%

ae

1214910619624-221970£1,000,000 - 4,999,999
2%7%4%6%4%8%4%17%-%4%3%3%4%

Ofcom; Business Postal Tracker
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C2a. Revenue
Base: All respondents

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-411312213*11*516£5,000,000 +
-%2%1%2%1%2%1%1%2%2%1%1%1%

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

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

131764338247124334566172761674326116190Up to £49,999
11%12%9%12%17%11%12%12%10%10%11%8%11%9%10%13%12%

bbbc

242127641*601394645822151282056927132230£50,000 - £99,999
20%14%16%13%4%15%13%16%10%13%14%14%14%15%10%15%14%

beeeeb

61704148*37116374975170100169533292177£100,000 - £199,999
5%11%9%15%4%9%11%13%11%12%11%11%11%12%12%11%11%

ca

19028192187014293389518926135796£200,000 - £299,999
1%6%6%6%15%4%7%5%6%5%6%6%6%6%5%7%6%

cc

540129-152911718402738772643£300,000 - £399,999
5%3%2%3%-%4%3%4%1%3%3%3%3%2%3%3%3%

e

424910-111610819242022114925£400,000 - £499,999
4%2%2%3%-%3%2%4%2%3%2%2%1%3%2%1%2%

bacgacga

351211611733919295138481992754£500,000 - £749,999
2%3%4%5%13%4%3%3%4%5%3%4%3%4%3%3%3%

21975-61635720820611320£750,000 - £999,999
1%1%1%1%-%1%1%1%1%1%1%1%1%1%*%1%1%

630102*9189612302329741830£1,000,000 - £1,499,999
5%2%2%1%1%2%2%3%1%2%2%2%2%2%2%2%2%

b

11972-518411919151983819£1,500,000 - £1,999,999
*%1%2%1%-%1%2%1%2%1%1%2%1%2%1%1%1%

12064-614386211521651121£2,000,000 - £4,999,999
1%1%1%1%-%1%1%1%2%1%1%2%1%1%2%1%1%

21532*512287151115211216£5,000,000 +
2%1%1%1%3%1%1%1%2%1%1%1%1%1%1%1%1%

33516165113413837875201224521341518148110270536Don't know / not sure
28%34%35%35%34%33%35%26%44%35%34%37%35%33%42%31%34%

fabcdfgffffac

1612949151419530204713066129491669135Refused
14%9%10%5%9%10%9%11%4%7%9%7%9%11%6%8%9%

bceeeeeeb

496882001564177478141175274686381668198106422735£0-£399,999
42%46%42%48%39%43%44%49%38%43%45%41%45%44%41%49%46%

ebeeeb

99437311346522315594669036144999£400,000 - £999,999
7%6%8%9%13%8%6%8%7%9%6%7%6%8%5%6%6%

Ofcom; Business Postal Tracker
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C2a. Revenue
Base: All respondents

acg
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

769228*195115242770537021133670£1,000,000 - 4,999,999
6%5%5%3%1%5%5%5%5%4%5%6%5%5%5%4%4%

21532*512287151115211216£5,000,000 +
2%1%1%1%3%1%1%1%2%1%1%1%1%1%1%1%1%

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

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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

14155212318779-1871211861471841621018104145190Up to £49,999
7%13%10%12%12%10%-%12%10%12%11%12%12%22%13%10%12%12%

c

341623319226120-224173224178221195522139149230£50,000 - £99,999
17%14%17%10%14%15%-%14%14%14%13%14%14%12%16%14%12%14%

331202318177109-170135175150174147621103159177£100,000 - £199,999
16%10%12%10%11%13%-%11%11%11%11%11%11%14%16%10%13%11%

bb

117311119637-967496829691*2576396£200,000 - £299,999
6%6%6%6%6%5%-%6%6%6%6%6%7%1%1%6%5%6%

a

7279104121-433441354139-4263043£300,000 - £399,999
3%2%5%6%3%3%-%3%3%3%3%3%3%-%3%3%3%3%

ab

318462315-2519251925222*132225£400,000 - £499,999
2%2%2%3%1%2%-%2%2%2%1%2%2%6%*%1%2%2%

ba

1035965432-54475451544445404254£500,000 - £749,999
5%3%5%3%3%4%-%3%4%3%4%3%3%10%4%4%4%3%

c

41421208-171520182017*2141220£750,000 - £999,999
2%1%1%*%1%1%-%1%1%1%1%1%1%*%1%1%1%1%

5195112917-292330283027*2242130£1,000,000 - £1,499,999
3%2%3%6%2%2%-%2%2%2%2%2%2%1%1%2%2%2%

ab

413341713-191919181916-4141619£1,500,000 - £1,999,999
2%1%2%2%1%2%-%1%2%1%1%1%1%-%3%1%1%1%

414432114-211821192120-2131721£2,000,000 - £4,999,999
2%1%2%1%1%2%-%1%1%1%1%1%1%-%1%1%1%1%

6733155-151115151513-1111416£5,000,000 +
3%1%2%1%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

b

544245346524272-5274255274635264701140358415536Don't know / not sure
27%36%27%25%33%33%-%34%35%34%35%34%34%25%29%36%34%34%

accc

13107162513574-1321011351161351174147899135Refused
6%9%8%13%9%9%-%8%8%9%9%9%9%9%11%8%8%9%

b

1005389782726367-7205377225937166322267429546735£0-£399,999
49%45%50%44%46%45%-%46%44%46%44%46%46%50%49%43%45%46%

176715139655-96819988998377687699£400,000 - £999,999
8%6%8%7%6%7%-%6%7%6%7%6%6%16%5%7%6%6%

ac

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

124512186845-706170657062*8515570£1,000,000 - 4,999,999
6%4%6%9%4%5%-%4%5%4%5%4%4%1%6%5%5%4%

ab

6733155-151115151513-1111416£5,000,000 +
3%1%2%1%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

23915830914725165811091661014190Up to £49,999
10%16%12%10%11%12%17%11%14%11%12%12%10%12%

a

33616854716528202891411821631230£50,000 - £99,999
15%11%13%19%9%14%19%14%15%14%14%19%21%14%

bc

2851462813128131647010716287177£100,000 - £199,999
12%9%11%10%16%11%9%11%12%11%12%9%5%11%

a

16479155794922769807996£200,000 - £299,999
7%8%6%5%6%6%3%6%5%7%6%8%6%6%

10*3663352401429352643£300,000 - £399,999
4%1%3%2%4%3%2%3%2%3%3%2%4%3%

57178*18-251213202425£400,000 - £499,999
2%13%1%3%*%1%-%2%2%1%1%2%3%2%

b

6446814415312413731454£500,000 - £749,999
3%7%4%3%2%4%*%4%2%4%3%4%9%3%

bbc

3*127216-2061419*120£750,000 - £999,999
1%*%1%2%2%1%-%1%1%1%1%1%*%1%

52263421-301317263130£1,000,000 - £1,499,999
2%4%2%1%5%2%-%2%2%2%2%3%1%2%

3-16349-19415181*19£1,500,000 - £1,999,999
1%-%1%1%5%1%-%1%1%2%1%1%*%1%

a

61166*19-2181314-521£2,000,000 - £4,999,999
3%2%1%2%*%2%-%1%1%1%1%-%4%1%

c

31115311-1621311*316£5,000,000 +
2%1%1%2%3%1%-%1%*%1%1%*%2%1%

a

7154378717421454911833534663033536Don't know / not sure
32%10%34%30%21%35%31%34%31%35%35%35%23%34%

abaa

1191043011102271086570112419135Refused
5%17%8%10%14%8%19%7%11%7%8%4%13%9%

baab

1102458813437554716642804556254367735£0-£399,999
49%45%46%46%47%46%49%46%48%45%46%49%46%46%

1511762237719831687651899£400,000 - £999,999
7%21%6%8%4%6%*%7%5%7%6%6%12%6%

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

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

1435811849-702545584670£1,000,000 - 4,999,999
6%6%5%4%10%4%-%5%4%5%4%4%4%4%

ab

31115311-1621311*316£5,000,000 +
2%1%1%2%3%1%-%1%*%1%1%*%2%1%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

45345754-30190Up to £49,999
11%8%14%14%-%12%12%

cc

46538149-36230£50,000 - £99,999
12%13%20%13%-%14%14%

acd

41385641-25177£100,000 - £199,999
10%10%14%11%-%10%11%

2424232421796£200,000 - £299,999
6%6%6%6%34%7%6%

814417-1143£300,000 - £399,999
2%3%1%4%-%4%3%

bbd

52612-1125£400,000 - £499,999
1%1%1%3%-%4%2%

c

8131914*754£500,000 - £749,999
2%3%5%4%6%3%3%

d

6563-320£750,000 - £999,999
2%1%1%1%-%1%1%

9993-630£1,000,000 - £1,499,999
2%2%2%1%-%2%2%

7824-319£1,500,000 - £1,999,999
2%2%*%1%-%1%1%

b

10614-721£2,000,000 - £4,999,999
3%1%*%1%-%3%1%

b

3931-316£5,000,000 +
1%2%1%*%-%1%1%

a

153163112107272536Don't know / not sure
38%41%28%28%23%29%34%

abab

38222154317135Refused
10%6%5%14%36%7%9%

bcbc

1641632221852118735£0-£399,999
41%41%55%48%34%48%46%

acdcd

19203129*2199£400,000 - £999,999
5%5%8%7%6%9%6%

26221211-1670£1,000,000 - 4,999,999
6%6%3%3%-%6%4%

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

Produced by OLR
OFC1885
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

3931-316£5,000,000 +
1%2%1%*%-%1%1%

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

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

88-----------8888East of England
6%-%-%-%-%-%-%-%-%-%-%-%100%6%

bcdefghbcdefgh

ijklijklm

156----------156-156East Midlands
11%-%-%-%-%-%-%-%-%-%-%100%-%10%

acdefghacdefghi

ijkljklm

160---------160--160Greater London
12%-%-%-%-%-%-%-%-%-%100%-%-%10%

abdefghabdefgh

ijklijklm

88--------88---88North East
6%-%-%-%-%-%-%-%-%100%-%-%-%6%

abcefghabcefghijk

ijkllm

125-------125----125North West
9%-%-%-%-%-%-%-%100%-%-%-%-%8%

abcdfghabcdfghijk

ijkllm

280------280-----280South East
20%-%-%-%-%-%-%100%-%-%-%-%-%18%

abcdeghabcdeghijk

ijkllm

228-----228------228South West
17%-%-%-%-%-%100%-%-%-%-%-%-%14%

abcdefhabcdefhijk

ijkllm

138----138-------138West Midlands
10%-%-%-%-%100%-%-%-%-%-%-%-%9%

abcdefgabcdefgi

ijkljklm

105---105--------105Yorkshire and The Humber
8%-%-%-%100%-%-%-%-%-%-%-%-%7%

abcdefgabcdefghj

hjklklm

---82---------82Scotland
-%-%-%100%-%-%-%-%-%-%-%-%-%5%

abcdefgh

iklm

--71----------71Wales
-%-%100%-%-%-%-%-%-%-%-%-%-%4%

abcdefghij

lm

-70-----------70Northern Ireland
-%100%-%-%-%-%-%-%-%-%-%-%-%4%

abcdefgh

ijkm

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

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

1368---10513822828012588160156881368England
100%-%-%-%100%100%100%100%100%100%100%100%100%86%

jkljkljkljkljkljkljkljkljkljkl

318---105---12588---318North
23%-%-%-%100%-%-%-%100%100%-%-%-%20%

abcfghjabcfghjklabcfghjklmabcfghjklm

klm

382----138-----15688382Mids
28%-%-%-%-%100%-%-%-%-%-%100%100%24%

cdefgijcdefgijkcdefgijcdefgijk

kllmlmklm

668-----228280--160--668South
49%-%-%-%-%-%100%100%-%-%100%-%-%42%

abdehijabdehijklmabdehijklmabdehij

klklm

73233283051847112968531509233823Urban
53%47%39%36%49%61%31%46%54%61%94%59%37%52%

agjkgjgjafgjklgagjkafgjklafgjklabdefgh

ijklm

63637435254531571515834106455768Rural
47%53%61%64%51%39%69%54%46%39%6%41%63%48%

cbcdhbcdehmcbcdehilmcbcdefhilmbcdhcccbcdehm

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

55334112833141710211688East of England
7%4%6%6%10%5%5%5%5%5%7%8%8%5%6%

a

6492712315063144163188156East Midlands
8%11%10%15%14%8%10%9%17%11%4%13%13%6%10%

addd

101504**315710218276-3-160Greater London
1%18%6%2%1%8%10%15%22%7%4%-%2%-%10%

bcceabdeabdeaba

34536*3382265239371388North East
4%6%9%3%18%8%5%4%7%6%6%12%5%11%6%

aabdeg

58686123119503281811111125North West
8%8%9%14%13%7%8%8%3%7%12%6%8%9%8%

f

15112982252721231374312226280South East
20%16%13%20%12%11%18%19%16%20%22%11%16%5%18%

abeaaaaa

157714*-42249711431922031228South West
20%9%7%4%-%10%15%15%13%12%13%11%14%25%14%

accbcdebdefg

53845113133463421331512138West Midlands
7%10%8%6%8%9%9%7%4%11%9%15%11%10%9%

bfg

5451411310140223121149105Yorkshire and The Humber
7%6%6%7%5%7%7%6%2%6%9%7%10%8%7%

f

52305*1377284199171382Scotland
7%4%7%6%5%8%5%4%5%5%6%4%5%10%5%

aaeg

432851146629319524771Wales
6%3%8%9%5%9%4%4%3%5%4%10%3%6%4%

aaa

373361146430318417770Northern Ireland
5%4%10%9%8%10%4%5%4%5%3%2%5%5%4%

aa

636732486122913215787331712418123951368England
83%89%75%76%82%72%86%87%88%85%88%83%87%78%86%

bbdeaaa

1461721625930211610733853333318North
19%21%25%23%37%21%20%17%12%20%27%25%23%27%20%

aabefgffg

17220916259366140211003084526382Mids
22%25%25%27%33%22%24%21%26%27%21%37%32%21%24%

bgdg

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

318350162212652323421445654536668South
41%43%25%26%13%29%43%49%51%39%40%22%32%30%42%

ccbcdeabeab

-823375825785388512016613739823Urban
-%100%58%57%52%61%51%58%61%54%47%57%52%7%52%

baaadadaaa

768-2647167422773217275968114768Rural
100%-%42%43%48%39%49%42%39%46%53%43%48%93%48%

abefgbdefg

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

**256205412472912761433888East of England
6%1%3%4%4%8%6%4%6%6%4%6%3%6%4%5%6%

-19141518953970473911748485156East Midlands
-%3%15%12%9%7%10%13%9%9%13%9%24%11%5%11%10%

bffbaabc

-*51922209137873637123111571160Greater London
-%2%8%15%14%8%10%12%11%7%12%10%4%15%7%9%10%

abfbffaa

*33117144621392821671344488North East
6%11%4%9%5%5%5%7%5%5%7%5%5%4%6%6%6%

aa

-5281321752054512010512460125North West
-%20%3%6%8%8%8%7%7%10%7%8%3%3%5%8%8%

abcde

341516313616961132876121911914128280South East
88%18%24%13%19%14%18%20%17%17%20%17%8%27%19%17%18%

bdad

-414172033141401117740188*32198228South West
-%15%22%14%13%13%15%13%14%15%13%15%1%4%28%13%14%

bacdcd

-*411634812371442311557772138West Midlands
-%1%6%8%4%13%9%7%9%9%7%9%34%10%9%10%9%

cacfcfabc

-*121224659573999614155105Yorkshire and The Humber
-%1%2%2%8%9%7%3%7%8%3%7%5%6%2%7%7%

ddefdccb

-3179134813442413691344382Scotland
-%13%1%6%6%5%5%4%6%5%4%5%4%4%5%6%5%

abce

-218715361532231555*343371Wales
-%9%2%6%4%6%4%5%4%5%5%4%1%4%6%4%4%

-15610123518292318521433270Northern Ireland
-%5%9%5%6%5%4%6%4%5%6%4%6%6%5%4%4%

a

3175410413222081626266843826211061461626511368England
100%73%88%83%84%85%87%85%86%86%85%86%88%86%85%86%86%

fff

*7621335918650150118502682910158318North
6%32%10%17%21%23%20%16%19%23%16%21%13%13%13%21%20%

adeeeecb

*1143026722307418812074308101913195382Mids
6%5%23%24%17%28%25%24%24%24%24%24%62%27%18%26%24%

fffcfcfabc

383452738940113833020013853023339297668South
88%35%55%42%46%34%43%45%43%39%45%41%13%46%53%39%42%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

*1538658612247617939125317964392936376823Urban
12%64%62%52%55%47%51%58%51%50%58%50%55%41%49%49%52%

bbaba

3823607113745913038325613063974137384768Rural
88%36%38%48%45%53%49%42%49%50%42%50%45%59%51%51%48%

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

2236315731177313*3688East of England
6%8%5%10%5%10%5%14%5%6%1%6%6%

aaabb

1341201713712143325967156East Midlands
6%12%9%11%10%11%10%12%6%9%16%11%10%

62612991519151323376160Greater London
23%9%10%6%11%8%10%12%8%5%4%13%10%

b

-117748418724172988North East
-%4%6%2%6%1%6%7%14%3%13%5%6%

baa

121103101158117343442125North West
6%7%8%6%8%8%8%11%13%5%7%7%8%

-64216312491826133161193280South East
-%22%17%20%17%17%18%11%10%32%19%16%18%

aade

2401862120716212588777228South West
10%14%15%14%14%15%14%20%28%15%13%13%14%

a

5281062411415123-27158138West Midlands
19%10%8%16%8%14%8%-%6%13%1%10%9%

abeb

31191798897*11327105Yorkshire and The Humber
11%4%7%5%7%8%7%1%4%2%5%5%7%

b

277337827911153182Scotland
7%2%6%2%5%2%5%6%3%1%9%5%5%

b

1115866556611242871Wales
5%4%5%4%4%4%4%4%3%3%6%5%4%

2115856646611242870Northern Ireland
8%4%5%3%5%4%4%3%2%4%7%5%4%

2025610901381229981268222847455041368England
80%90%85%91%85%90%86%88%92%92%78%85%86%

ab

44327121298173015951498318North
17%15%21%14%21%16%20%20%31%11%24%17%20%

bbac

8852885632438343651510161382Mids
31%30%23%37%23%34%23%26%16%29%18%27%24%

aaa

8129531626074362511142721246668South
33%45%41%40%42%40%42%42%45%52%36%42%42%

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

12154656717505376912202841309823Urban
46%54%51%47%52%48%52%48%65%55%71%52%52%

ae

13131624816875771213112317281768Rural
54%46%49%53%48%52%48%52%35%45%29%48%48%

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

Ofcom; Business Postal Tracker
Table 4  (continuation)                                                                                                                                                                          Page 52

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

Produced by OLR
OFC1885
Issue date: 21/04/15



f      fg       f      fg

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

88332182256722213683488126114988East of England
7%5%7%5%15%6%6%8%5%6%5%5%5%6%4%6%6%

81515045*40105314465150105148403380156East Midlands
7%10%11%14%3%10%10%11%10%10%10%11%10%9%13%9%10%

131538340-4488223669157100155501989160Greater London
11%10%17%12%-%11%8%8%8%11%10%11%10%11%7%10%10%

bg

9862791335722284583478225125188North East
7%6%6%3%13%8%5%8%6%7%5%5%5%5%5%6%6%

c

141073726*289125244511259109372364125North West
12%7%8%8%4%7%8%9%5%7%7%6%7%8%9%7%8%

be

9268664437917139781182661652638450140280South East
8%18%14%14%24%19%16%14%17%19%18%18%18%18%19%16%18%

ccc

192267057-481633867932261332186244119228South West
16%15%15%17%-%12%15%13%15%15%15%14%15%14%17%14%14%

a

51263325-4210634565112969129412077138West Midlands
4%8%7%8%-%10%10%12%12%8%8%8%9%9%8%9%9%

cbdabcd

11002418-1481738241015999231568105Yorkshire and The Humber
*%7%5%6%-%3%8%3%8%4%7%6%7%5%6%8%7%

ccdfdfdfdfdfc

57818162215314193177467626104582Scotland
5%5%4%5%17%5%5%5%4%5%5%5%5%6%4%5%5%

46617132214814242767416624113771Wales
3%4%4%4%14%5%4%5%5%4%4%4%4%5%4%4%4%

226720141204918243266476418114070Northern Ireland
19%4%4%4%9%5%5%6%5%5%4%5%4%4%4%5%4%

ab

8512994222826354929240393544130778512853872287371368England
73%86%89%87%59%85%86%84%85%86%86%85%86%85%88%86%86%

cc

23293895327622955901142961652908550182318North
20%19%19%16%17%18%21%19%20%18%19%18%19%19%19%21%20%

213601158721082788612115136222235910664207382Mids
18%24%24%27%18%26%26%30%26%24%24%24%24%23%25%24%24%

abcd

41647219141317142299182279649398636196113349668South
35%43%46%43%24%41%39%35%40%44%43%43%43%43%44%41%42%
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Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

527782761563247538172246348779473760244130435823Urban
45%51%58%48%24%60%50%60%53%55%51%52%51%54%50%51%52%

bccabcgg

637332001698168540114214286739445731211130424768Rural
55%49%42%52%76%40%50%40%47%45%49%48%49%46%50%49%48%

aaadffff
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

6711088742-88658772878122565788East of England
3%6%5%4%6%5%-%6%5%6%5%6%6%4%1%6%5%6%

a

2111520915376-152111156137155132514113108156East Midlands
11%10%10%5%10%9%-%10%9%10%10%10%10%10%10%11%9%10%

cc

20116212914884-1551101521341521447189128160Greater London
10%10%11%16%9%10%-%10%9%10%10%10%10%17%*%9%11%10%

abaa

11621468840-856988748875111607188North East
5%5%7%3%6%5%-%5%6%6%6%6%5%3%8%6%6%6%

1698101712269-12292124105124114676487125North West
8%8%5%9%8%8%-%8%8%8%8%8%8%13%5%6%7%8%

372103227279142-279231274240274240337174215280South East
19%18%16%15%18%17%-%18%19%17%18%18%17%6%27%17%18%18%

bc

361623136228132-223182226192223197721157195228South West
18%14%16%19%15%16%-%14%15%14%14%14%14%17%15%16%16%14%

15105181013669-1341041361101361086197497138West Midlands
7%9%9%5%9%8%-%9%9%9%8%9%8%15%14%7%8%9%

c

982141110551-104791058510592485985105Yorkshire and The Humber
5%7%7%6%7%6%-%7%6%7%6%7%7%9%6%6%7%7%

11581278042-796481718073-6545782Scotland
6%5%6%4%5%5%-%5%5%5%5%5%5%-%4%5%5%5%

1052946838-69556957686116445371Wales
5%4%5%2%4%5%-%4%5%4%4%4%4%3%4%4%4%4%

8566236934-70577062696116514970Northern Ireland
4%5%3%12%4%4%-%5%5%4%5%4%4%3%5%5%4%4%

ab

17310211701531347705-1342104113491149134511824111984610431368England
85%86%86%82%86%86%-%86%86%86%86%86%86%94%87%85%87%86%

372423834315160-3122403172643172811126182244318North
18%20%19%18%20%20%-%20%20%20%20%20%20%25%19%18%20%20%

432914827377187-3732793803203793211334244262382Mids
21%25%24%14%24%23%-%24%23%24%24%24%23%29%25%25%22%24%

cc

934888492655359-6575226525656505811759419538668South
46%41%43%49%42%44%-%42%43%42%42%42%42%40%43%42%45%42%

b

10760111078800427-8036348046778047102371484616823Urban
53%51%56%42%51%52%-%51%52%51%51%51%52%53%52%49%51%52%

cc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

9658686109763391-7575837646627586672066510587768Rural
47%49%44%58%49%48%-%49%48%49%49%49%48%47%48%51%49%48%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

184691736988027607351088East of England
8%7%5%6%4%6%5%6%5%6%5%5%7%6%

24812330711912144561001301710156East Midlands
11%15%10%10%9%10%8%10%10%10%10%20%7%10%

ac

2921084710104315856105147-10160Greater London
13%5%8%16%13%9%2%11%10%10%11%-%7%10%

bbbb

101731547412765038727788North East
4%2%6%5%5%6%8%5%8%4%5%8%5%6%

a

146103214105121144284104912125North West
6%11%8%7%5%9%8%8%7%8%8%11%8%8%

43132255514205182611101692261535280South East
19%23%18%19%18%17%13%18%19%17%17%18%24%18%

c

30819828141762620386143198822228South West
13%14%16%10%17%15%18%14%15%14%15%9%15%14%

a

218111225100181204593112717138West Midlands
9%15%9%7%7%8%12%8%8%9%8%8%12%9%

1118320778149134729158105Yorkshire and The Humber
5%2%6%7%9%6%9%6%6%7%7%6%6%7%

6166135668743448716482Scotland
3%3%5%5%6%5%5%5%6%5%5%7%3%5%

9256144558632744594671Wales
4%3%4%5%5%5%6%4%5%4%4%5%4%4%

1116091617632150633370Northern Ireland
5%1%5%3%1%5%5%4%4%5%5%4%2%4%

19950109325469103112112475058631154731321368England
88%93%86%88%88%85%84%86%86%86%86%84%90%86%

3582585615257372811251932672128318North
16%15%20%19%19%21%26%19%21%19%20%25%19%20%

63203046916288373441282533152837382Mids
28%36%24%24%20%24%26%24%22%25%23%33%25%24%

c

1012253112938486466222524165712368668South
45%42%42%45%49%40%32%43%43%41%42%27%46%42%

bbb

1133165315638608667573025216924776823Urban
50%59%51%54%49%50%46%52%51%52%51%55%52%52%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

1122262113440606796902854846543970768Rural
50%41%49%46%51%50%54%48%49%48%49%45%48%48%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

2417202621988East of England
6%4%5%7%23%8%6%

42463633-27156East Midlands
10%11%9%9%-%11%10%

42374635-27160Greater London
10%9%12%9%-%11%10%

28231720-1188North East
7%6%4%5%-%4%6%

26353332316125North West
6%9%8%8%36%6%8%

65876563245280South East
16%22%16%16%34%18%18%

abd

63445765-37228South West
16%11%14%17%-%15%14%

cc

31334034-26138West Midlands
8%8%10%9%-%11%9%

27223026-11105Yorkshire and The Humber
7%6%7%7%-%5%7%

20181826*682Scotland
5%4%4%7%6%3%5%

18192014-1071Wales
5%5%5%4%-%4%4%

18191914-1170Northern Ireland
5%5%5%4%-%4%4%

34734434533372191368England
86%86%86%86%94%89%86%

81808077338318North
20%20%20%20%36%15%20%

97969693272382Mids
24%24%24%24%23%29%24%

1691681681632109668South
42%42%42%42%34%44%42%

1822362361704122823Urban
45%59%59%44%59%49%52%

adad

2211641652173124768Rural
55%41%41%56%41%51%48%

bcbc

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

127963657510213520625612078152146841481Head office
93%90%91%92%97%98%90%92%96%89%95%93%96%93%

dldfgjkl

89767332223598114110Branch / local office
7%10%9%8%3%2%10%8%4%11%5%7%4%7%

hihhhhhi

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

7117715351335142959976352138221361171481Head office
93%94%83%59%86%86%94%90%91%94%98%100%97%95%93%

dddbcdegfgg

58521132699667223-56110Branch / local office
7%6%17%41%14%14%6%10%9%6%2%-%3%5%7%

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3175711214424387928072547628012011368617361481Head office
100%74%93%90%92%94%94%91%94%94%91%94%85%96%83%97%93%

fffffbbdbd

-64121317562848332881231324110Branch / local office
-%26%7%10%8%6%6%9%6%6%9%6%15%4%17%3%7%

abcdeaacac

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

25269118714313371031377232749555581481Head office
98%94%93%94%93%94%93%90%88%96%96%94%93%

11693101006103342333110Branch / local office
2%6%7%6%7%6%7%10%12%4%4%6%7%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

1121404446301103971016280417596141084513834222318121481Head office
97%93%94%92%91%96%94%98%91%94%93%92%93%93%89%95%93%

beabcdegeb

41073025118636433910873107332947110Branch / local office
3%7%6%8%9%4%6%2%9%6%7%8%7%7%11%5%7%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

19210991851791458771-1455113514621245145612793913191511151481Head office
95%93%94%96%93%94%-%93%93%93%93%93%93%90%95%92%93%93%

108811810548-106811069410698467989110Branch / local office
5%7%6%4%7%6%-%7%7%7%7%7%7%10%5%8%7%7%

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

Produced by OLR
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Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

21251118527074112313813435609211253801411481Head office
94%96%93%93%95%93%96%93%95%92%93%93%96%93%

a

1329019490610326839365110Branch / local office
6%4%7%7%5%7%4%7%5%8%7%7%4%7%

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

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

37636136737872331481Head office
93%90%91%98%100%95%93%

bcd

2739349-12110Branch / local office
7%10%9%2%-%5%7%

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

Ofcom; Business Postal Tracker
Table 5  (continuation)                                                                                                                                                                          Page 67

C4. Is your location the headquarters or a local branch / office?
Base: All respondents

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

12476363749112020326111476158144801447Yes
91%90%88%91%87%87%89%93%91%86%98%92%91%91%

adeghij

klm

1217881418261812123128144No
9%10%12%9%13%13%11%7%9%14%2%8%9%9%

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

Produced by OLR
OFC1885
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

6907576381540138460881322137221301081447Yes
90%92%99%98%100%98%91%91%98%86%97%100%92%88%91%

aaaeaeaeg

79661*-1144572515-1114144No
10%8%1%2%-%2%9%9%2%14%3%-%8%12%9%

bceddfgdf

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

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3236112215424381430371742630311441670736891447Yes
100%99%100%98%98%93%87%98%93%84%98%89%100%100%99%91%91%

aabababaabaaaaa

-*-2317121656826139--171144No
-%1%-%2%2%7%13%2%7%16%2%11%-%-%1%9%9%

cdebcdefcbcbbcd

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All respondents
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

25273114715012951071337252948555571447Yes
100%96%90%99%90%99%90%98%95%94%95%94%91%

aaa

-1213321422143*23333144No
-%4%10%1%10%1%10%2%5%6%5%6%9%

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

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

112137445231410385975259425598138086613534332467531447Yes
97%91%95%97%91%93%90%90%92%94%91%94%91%95%94%88%91%

bbaacfgacfgaa

31372511130104273537138531382215106144No
3%9%5%3%9%7%10%10%8%6%9%6%9%5%6%12%9%

accbdbdbdbdbc

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

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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

19210601901801421767-1422112914271236142512463812892810901447Yes
95%89%97%96%91%94%-%91%93%91%92%91%90%87%94%93%91%91%

bbbba

101276714352-139871411031371316966113144No
5%11%3%4%9%6%-%9%7%9%8%9%10%13%6%7%9%9%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

217541140280781087-14474999481214841361447Yes
97%100%89%97%99%90%-%100%85%94%90%98%93%91%

babbc

8-135101126144-8857132210144No
3%-%11%3%1%10%100%-%15%6%10%2%7%9%

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

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

36437435835072401447Yes
90%93%89%90%100%98%91%

b

39264337-6144No
10%7%11%10%-%2%9%

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

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

Senior Management
(Managing Director,
Director, Business

92445555676102160191916086102571081Owner)
68%63%78%69%73%74%70%68%72%68%54%65%65%68%

cabcfjlmcccccc

Office Admin / Office
321181221182552742123503621372Management

23%25%17%25%17%18%23%27%17%26%31%23%24%23%

kekehik

293121211153-4335Finance / Accounts
2%4%2%2%1%1%5%*%4%4%-%2%3%2%

ffff

91-1----2-32210Customer Service
1%1%-%1%-%-%-%-%2%-%2%1%2%1%

k

81-----3--5--9Marketing
1%1%-%-%-%-%-%1%-%-%3%-%-%1%

bjkm

8--*--3-1*3--8Company Secretary
1%-%-%1%-%-%1%-%1%*%2%-%-%1%

General manager / site
8**--2-31--*28manager
1%*%*%-%-%1%-%1%1%-%-%*%2%1%

j

61--13---*-2-7Sales
*%1%-%-%1%2%-%-%-%*%-%1%-%*%

jkm

6---12-3-*-*-6Operations
*%-%-%-%1%1%-%1%-%*%-%*%-%*%

3-*------*-224Procurement
*%-%*%-%-%-%-%-%-%*%-%1%2%*%

jm

Customer Relationship
2*---2-------2Management
*%1%-%-%-%1%-%-%-%-%-%-%-%*%

m

1*-----*---1-2Facilities
*%1%-%-%-%-%-%*%-%-%-%1%-%*%

--------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

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

Ofcom; Business Postal Tracker
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C6. Please could you tell me which type of department you work in?
Base: All respondents

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

43212712541137248Other answers
3%3%2%2%7%1%1%2%3%1%8%5%2%3%

ghjkdfghjkm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C6. Please could you tell me which type of department you work in?
Base: All respondents

Produced by OLR
OFC1885
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

Senior Management
(Managing Director,
Director, Business

5615201813141062417482879717891021081Owner)
73%63%29%12%22%35%70%63%58%77%69%79%63%84%68%

adcdbcdebfgbdfg

Office Admin / Office
14922332581934019427543253812372Management

19%27%50%58%54%47%22%29%32%15%22%21%27%10%23%

baaaaaeaeaeae

161971242817354-5235Finance / Accounts
2%2%11%7%15%11%2%2%4%1%3%-%3%2%2%

aaaa

641*-183311-*210Customer Service
1%1%2%5%-%2%1%*%4%*%1%-%*%1%1%

aacabeg

*9*--*96-3----9Marketing
*%1%*%-%-%*%1%1%-%1%-%-%-%-%1%

b

53*--*82-33---8Company Secretary
1%*%*%-%-%*%1%*%-%1%2%-%-%-%1%

bg

General manager / site
5411**74-2----8manager
1%*%2%10%1%*%*%1%-%1%-%-%-%-%1%

aabce

25*-**6*-3--217Sales
*%1%1%-%2%*%*%*%-%1%-%-%1%1%*%

aggg

421**151-2--1-6Operations
1%*%1%2%2%1%*%*%-%*%-%-%1%-%*%

ag

22*-**3--22---4Procurement
*%*%*%-%1%*%*%-%-%1%1%-%-%-%*%

g

Customer Relationship
-2----2--2----2Management
-%*%-%-%-%-%*%-%-%1%-%-%-%-%*%

*2**--2*-1----2Facilities
*%*%*%2%-%-%*%*%-%*%-%-%-%-%*%

ab

---------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C6. Please could you tell me which type of department you work in?
Base: All respondents

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

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

20282*114621282-6348Other answers
3%3%3%4%5%2%3%3%3%2%1%-%4%3%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C6. Please could you tell me which type of department you work in?
Base: All respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

Senior Management
(Managing Director,
Director, Business

*10275696170699175509397175906742516521081Owner)
12%45%45%45%61%65%75%57%66%78%57%71%46%60%69%86%68%

defdefbcdefcbcbdbcd

Office Admin / Office
310274944581799618789962763221564372Management

88%45%44%39%28%22%19%31%24%18%31%22%18%32%21%8%23%

abcabcabcaabaaaaa

-167479151821520227435Finance / Accounts
-%6%11%6%3%3%1%5%2%*%5%2%12%3%10%1%2%

aabcaaabaaacaa

-*-132418*19--*-10Customer Service
-%1%-%*%2%1%*%*%1%*%*%1%-%-%*%-%1%

aa

---*23336-36---19Marketing
-%-%-%*%2%1%*%1%1%-%1%*%-%-%-%*%1%

aa

---3-14-44-8---88Company Secretary
-%-%-%2%-%*%*%-%*%1%-%1%-%-%-%1%1%

abc

General manager / site
---**2617*17---48manager
-%-%-%*%*%1%1%*%1%*%*%1%-%-%-%1%1%

--**2132322531--7Sales
-%-%*%*%1%*%*%1%*%*%1%*%21%2%-%-%*%

abca

---*23114*15-*-26Operations
-%-%-%*%1%1%*%*%1%*%*%*%-%*%-%*%*%

aa

-*-2-2-4--4-*---4Procurement
-%1%-%1%-%1%-%1%-%-%1%-%1%-%-%-%*%

aaaabaa

Customer Relationship
---2--*2-*2*---22Management
-%-%-%1%-%-%*%1%-%*%1%*%-%-%-%*%*%

aba

-*----*1-*1*---*2Facilities
-%1%-%-%-%-%*%*%-%*%*%*%-%-%-%*%*%

a

-----------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C6. Please could you tell me which type of department you work in?
Base: All respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-*154122682713839*3*2248Other answers
-%1%1%4%3%5%3%3%3%3%3%3%1%4%*%3%3%

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

Ofcom; Business Postal Tracker
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C6. Please could you tell me which type of department you work in?
Base: All respondents

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

Senior Management
(Managing Director,
Director, Business

1819087189990661013162032284201081Owner)
70%67%68%58%69%60%68%65%64%63%48%71%68%

bb

Office Admin / Office
6583083933328344591419119372Management

25%20%24%26%23%26%23%21%29%27%34%20%23%

a

-8274313323114835Finance / Accounts
-%3%2%3%2%3%2%13%2%1%7%1%2%

aca

-4628-10---*910Customer Service
-%1%*%1%1%-%1%-%-%-%*%1%1%

-36-9-9--**69Marketing
-%1%*%-%1%-%1%-%-%1%*%1%1%

-353535-----8Company Secretary
-%1%*%2%*%3%*%-%-%-%-%-%1%

aa

General manager / site
-4436-8-**-48manager
-%1%*%2%*%-%1%-%1%*%-%1%1%

aa

-343434--**37Sales
-%1%*%2%*%3%*%-%-%*%1%*%*%

aa

-241515-1-*26Operations
-%1%*%1%*%1%*%-%4%-%*%*%*%

a

-*3*3*3--*2-4Procurement
-%*%*%*%*%*%*%-%-%*%3%-%*%

a

Customer Relationship
--2-2-2-----2Management
-%-%*%-%*%-%*%-%-%-%-%-%*%

1**1111-*-1-2Facilities
5%*%*%1%*%1%*%-%1%-%2%-%*%

aaa

-------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C6. Please could you tell me which type of department you work in?
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-1038741345*-422148Other answers
-%4%3%5%3%3%3%1%-%7%4%3%3%

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

Senior Management
(Managing Director,
Director, Business

711014297217828972119528042710215809983071675991081Owner)
62%67%62%67%78%70%67%68%61%67%67%63%67%67%64%70%68%

eeebee

Office Admin / Office
32363123792812655613713736625136310171195372Management
28%24%26%24%19%20%25%20%30%22%24%27%24%22%27%23%23%

acdfgdf

335114*132512121534233412101335Finance / Accounts
3%2%2%1%2%3%2%4%3%2%2%3%2%3%4%2%2%

a

2977-27339999*2810Customer Service
2%1%1%2%-%1%1%1%1%1%1%1%1%*%1%1%1%

*93*-633*66663*39Marketing
*%1%1%*%-%1%*%1%*%1%*%1%*%1%*%*%1%

cee

-8----2-*-838-*88Company Secretary
-%1%-%-%-%-%*%-%*%-%1%*%1%-%*%1%1%

c

General manager / site
*844-15*148682-68manager
*%1%1%1%-%*%*%*%*%1%1%1%1%*%-%1%1%

172--371437471*67Sales
1%*%*%-%-%1%1%*%1%1%*%*%*%*%*%1%*%

*63*-363336663*36Operations
*%*%1%*%-%1%1%1%1%1%*%1%*%1%*%*%*%

*4*--222*24242-24Procurement
*%*%*%-%-%*%*%1%*%*%*%*%*%*%-%*%*%

Customer Relationship
-2----2-2-2222-*2Management
-%*%-%-%-%-%*%-%*%-%*%*%*%*%-%*%*%

*21*-11-*11111-*2Facilities
*%*%*%*%-%*%*%-%*%*%*%*%*%*%-%*%*%

-----------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

5432414*133311162647264721111648Other answers
4%3%5%4%1%3%3%4%4%4%3%3%3%5%4%2%3%

baa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C6. Please could you tell me which type of department you work in?
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

Senior Management
(Managing Director,
Director, Business

1497961351241063570-10608281062882105692536986568031081Owner)
73%67%69%67%68%70%-%68%68%68%66%68%67%83%71%66%67%68%

c

Office Admin / Office
402854332366177-363281371344371330729250298372Management
20%24%22%17%23%22%-%23%23%24%26%24%24%16%21%25%25%23%

c

430263514-352435303531-4302635Finance / Accounts
2%2%1%3%2%2%-%2%2%2%2%2%2%-%3%3%2%2%

*825106-101010101010--5910Customer Service
*%1%1%3%1%1%-%1%1%1%1%1%1%-%-%*%1%1%

ab

-8**95-969398*-369Marketing
-%1%*%*%1%1%-%1%*%1%*%1%1%1%-%*%*%1%

-8--83-848588--*88Company Secretary
-%1%-%-%1%*%-%1%*%1%*%1%1%-%-%*%1%1%

b

General manager / site
*53388-888785-3658manager
*%*%1%2%1%1%-%1%1%1%*%1%*%-%2%1%*%1%

c

321162-757575--577Sales
2%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%1%*%

b

-51261-666666*-356Operations
-%*%1%1%*%*%-%*%*%*%*%*%*%*%-%*%*%*%

22**42-444442-*444Procurement
1%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

Customer Relationship
-*2*2--2*2222--222Management
-%*%1%*%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

b

-2-*2--2*2121--1*2Facilities
-%*%-%*%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

------------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C6. Please could you tell me which type of department you work in?
Base: All respondents
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

4377124530-484145414545-3313148Other answers
2%3%4%6%3%4%-%3%3%3%3%3%3%-%2%3%3%3%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C6. Please could you tell me which type of department you work in?
Base: All respondents
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

Senior Management
(Managing Director,
Director, Business

1563886219956810123958424656913561091081Owner)
69%70%68%69%72%67%85%66%72%65%68%66%74%68%

aa

Office Admin / Office
41123056115292133591162563241924372Management
18%23%24%21%19%24%9%25%20%25%24%22%16%23%

bba

51315425-351025301435Finance / Accounts
2%1%2%2%5%2%-%2%2%3%2%2%3%2%

a

*255-10-10285*210Customer Service
*%3%*%2%-%1%-%1%*%1%*%*%1%1%

bb

3-72-6-9549--9Marketing
1%-%1%1%-%1%-%1%1%*%1%-%-%1%

3-8--817358--8Company Secretary
1%-%1%-%-%1%1%*%1%1%1%-%-%1%

General manager / site
4-62-6-82644-8manager
2%-%*%1%-%1%-%1%*%1%*%5%-%1%

ac

3-432515333*37Sales
1%-%*%1%2%*%1%*%1%*%*%1%2%*%

ac

*151-6-6*66--6Operations
*%2%*%1%-%1%-%*%*%1%*%-%-%*%

**22-2-42222-4Procurement
*%*%*%1%-%*%-%*%*%*%*%2%-%*%

c

Customer Relationship
--2--2-2*22--2Management
-%-%*%-%-%*%-%*%*%*%*%-%-%*%

1-1--**21111-2Facilities
1%-%*%-%-%*%*%*%*%*%*%1%-%*%

c

--------------Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C6. Please could you tell me which type of department you work in?
Base: All respondents
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

8-38101416421730411548Other answers
3%-%3%3%2%3%4%3%3%3%3%1%4%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

Senior Management
(Managing Director,
Director, Business

25026828827451771081Owner)
62%67%72%71%77%72%68%

dd

Office Admin / Office
106928885-43372Management

26%23%22%22%-%17%23%

87615-535Finance / Accounts
2%2%1%4%-%2%2%

b

25132*10Customer Service
*%1%*%1%23%*%1%

243--39Marketing
1%1%1%-%-%1%1%

-61*-38Company Secretary
-%2%*%*%-%1%1%

ad

General manager / site
3*5--18manager
1%*%1%-%-%1%1%

ac

23-1-37Sales
*%1%-%*%-%1%*%

312--26Operations
1%*%*%-%-%1%*%

22-*-*4Procurement
*%*%-%*%-%*%*%

Customer Relationship
-2*---2Management
-%*%*%-%-%-%*%

*-*1-12Facilities
*%-%*%*%-%1%*%

-------Mailroom
-%-%-%-%-%-%-%

-------Refused
-%-%-%-%-%-%-%

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

251077-848Other answers
6%2%2%2%-%3%3%

abc

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

Ofcom; Business Postal Tracker
Table 7  (continuation)                                                                                                                                                                          Page 90

C6. Please could you tell me which type of department you work in?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

73740374568771191406451898049859service delivery
54%57%52%55%64%56%52%50%51%58%56%51%56%54%

befkm

Mail is critical for our
customer communications
and/or statements but is

228111110152044502312193311260not core to our business
17%16%15%13%14%15%19%18%18%14%12%21%12%16%

j

Mail is core to our
business operations
(i.e. our business could

387182426234162843725504026455not function without it)
28%26%33%32%21%29%27%30%30%28%31%26%30%29%

i

Don't Know (DO NOT READ
161----351-23217OUT)

1%1%-%-%-%-%1%2%1%-%1%2%2%1%

jkjj
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C7. Which one of the following statements best describes the role of mail services to your organisation?
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

4244353558238243684019483167166859service delivery
55%53%55%54%52%57%54%55%48%52%59%72%50%54%54%

Mail is critical for our
customer communications
and/or statements but is

1301301323824711019582612121260not core to our business
17%16%21%21%22%20%16%17%22%16%18%2%15%17%16%

a

Mail is core to our
business operations
(i.e. our business could

21124415249439177251173264935455not function without it)
27%30%24%25%26%23%29%27%30%31%22%26%34%29%29%

ddg

Don't Know (DO NOT READ
314----1710-42-1*17OUT)
*%2%-%-%-%-%1%1%-%1%1%-%1%*%1%

be
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C7. Which one of the following statements best describes the role of mail services to your organisation?
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

-4838571336087141237571788123640432859service delivery
-%16%14%30%36%51%65%23%53%74%23%61%76%52%54%57%54%

efefcdefbcdefcbcbabc

Mail is critical for our
customer communications
and/or statements but is

-81741344611172146437218811310110260not core to our business
-%33%28%33%22%18%12%23%19%8%23%15%9%18%13%14%16%

abababcaaaaa

Mail is core to our
business operations
(i.e. our business could

312344567812011612108416129322125209455not function without it)
100%51%55%36%42%31%22%52%27%16%52%23%15%30%33%28%29%

abdabdaabaabaadd

Don't Know (DO NOT READ
--2---15467413---917OUT)
-%-%3%-%-%-%2%1%1%1%1%1%-%-%-%1%1%

bcdb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

1313071670789488114398317859service delivery
50%46%56%46%55%44%55%16%10%18%14%54%54%

bbbbcde

Mail is critical for our
customer communications
and/or statements but is

4571993023019241551517106260not core to our business
14%20%16%20%16%18%16%19%17%29%28%18%16%

aa

Mail is core to our
business operations
(i.e. our business could

997347524014241116222731158455not function without it)
36%34%27%34%28%39%28%65%73%53%53%27%29%

aaaaaa

Don't Know (DO NOT READ
--17-17-17---21017OUT)
-%-%1%-%1%-%1%-%-%-%4%2%1%

b
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

428122091666170548122196269819439813--859859service delivery
36%54%44%51%58%41%51%43%43%42%54%48%55%-%-%100%54%

acadefbdefdbdefbc

Mail is critical for our
customer communications
and/or statements but is

18252996437819540120127253183252-260-260not core to our business
15%17%21%20%28%19%18%14%26%20%17%20%17%-%100%-%16%

babcdfgfcfac

Mail is core to our
business operations
(i.e. our business could

56429165921160332121141228432289413455--455not function without it)
48%28%35%28%10%38%31%42%31%36%28%32%28%100%-%-%29%

abbcabcegacgaab

Don't Know (DO NOT READ
*1724*84221114812---17OUT)
*%1%1%1%4%2%*%1%1%2%1%1%1%-%-%-%1%

g
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

1196806096850430-8346318426868377542065496657859service delivery
59%57%30%51%54%53%-%53%52%54%51%54%55%46%48%50%55%54%

aab

Mail is critical for our
customer communications
and/or statements but is

421655033256143-258213260250260228919186189260not core to our business
21%14%25%18%16%18%-%16%18%17%19%17%17%21%14%19%16%16%

bb

Mail is core to our
business operations
(i.e. our business could

383298757441239-4523604483884473821549302340455not function without it)
19%28%44%30%28%29%-%29%30%29%29%29%28%33%36%30%28%29%

cbcc

Don't Know (DO NOT READ
314-1176-171217141713-4111717OUT)
1%1%-%1%1%1%-%1%1%1%1%1%1%-%3%1%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

10320692155346651067532945657663057859service delivery
46%38%54%53%43%55%73%52%50%56%57%34%39%54%

babab

Mail is critical for our
customer communications
and/or statements but is

43142104716201152461121492142024260not core to our business
19%26%17%16%21%17%10%17%19%15%16%24%16%16%

bac

Mail is core to our
business operations
(i.e. our business could

80203578728336224331762793523466455not function without it)
35%37%28%30%36%28%15%30%30%28%26%39%45%29%

bcc

Don't Know (DO NOT READ
--152-11315512152-17OUT)
-%-%1%1%-%1%2%1%1%1%1%3%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

Mail is used mainly for
administrative needs and
is not core to our

206204229220-103859service delivery
51%51%57%57%-%42%54%

Mail is critical for our
customer communications
and/or statements but is

90734948450260not core to our business
22%18%12%12%64%20%16%

abab

Mail is core to our
business operations
(i.e. our business could

102119119115393455not function without it)
25%30%30%30%36%38%29%

Don't Know (DO NOT READ
5444--17OUT)
1%1%1%1%-%-%1%

Columns Tested: a,b - a,b,c,d
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C7. Which one of the following statements best describes the role of mail services to your organisation?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

81644311191265910895Yes
6%9%5%4%3%8%8%4%4%6%6%6%9%6%

i

126664667710012720926111781148147761473No
93%90%93%94%95%92%92%93%94%92%92%94%87%93%

a

211113**7223*324Don't know
2%1%2%1%3%*%*%2%2%2%2%*%4%1%

bh

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

4550812487385257212395Yes
6%6%13%18%15%11%6%6%6%7%5%7%9%3%6%

aaaaa

7127615161134142261877344130201261181473No
93%92%80%74%74%83%93%93%93%92%92%93%90%96%93%

bcdeb

121251221910244-2124Don't know
2%1%7%9%11%6%1%1%2%1%3%-%2%1%1%

aaaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3417151712195635456391972995Yes
100%17%28%12%11%5%2%18%5%1%18%3%8%13%9%4%6%

ababcdababaabaaaa

-184210513924790224672750024612271459677281473No
-%80%70%84%88%95%96%79%94%98%79%96%89%83%91%96%93%

eecdefcdefcbcbbcd

-11521147125716*3*324Don't know
-%4%2%4%1%*%1%2%2%1%2%1%3%4%1%*%1%

babaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

83552296527681181072395Yes
30%12%4%19%5%25%5%42%25%21%12%4%6%

aaaabcaaa

1724612081191352791392122340505581473No
67%86%94%78%94%72%94%48%74%79%86%94%93%

bbbeeebcde

13194204203**11024Don't know
3%1%2%2%1%3%1%10%1%1%2%2%1%

abc

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

17834318*406529465485638447222595Yes
15%6%9%6%1%10%6%10%10%9%6%7%6%10%9%3%6%

abbcabcgabcgacgaa

981404426304113641003254402567140983713833982328281473No
85%93%90%93%99%88%93%89%88%89%93%91%93%88%89%96%93%

acadefdefedefbc

*2373-11112111323192396624Don't know
*%2%1%1%-%3%1%1%2%2%2%2%2%2%2%1%1%

gaa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

75235228955-938292779271513625595Yes
4%4%18%12%6%7%-%6%7%6%6%6%5%12%10%6%5%6%

bcabc

19111171591641451755-1445111414531238144712843912492011301473No
95%94%81%88%93%92%-%93%92%93%92%93%93%88%90%92%94%93%

aacc

41821248-232024232422-*121924Don't know
2%2%1%1%2%1%-%1%2%2%2%2%2%-%*%1%2%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
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Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

28136225274788415458102495Yes
12%24%5%9%3%6%5%6%7%5%4%12%16%6%

bbcc

19341119326176112013613375409321271751211473No
86%76%94%90%97%92%94%92%92%93%94%87%83%93%

aab

4-193-19122518181224Don't know
2%-%2%1%-%2%1%2%1%2%1%1%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

2636141913895Yes
6%9%3%5%18%15%6%

ab

36935438436662041473No
91%88%96%95%82%83%93%

cdc

91031-424Don't know
2%2%1%*%-%2%1%

aa
Columns Tested: a,b - a,b,c,d
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

Under £10
(under £120

438232324394477875128364729509pa)                 (5)
32%33%32%30%37%32%34%31%41%32%22%30%33%32%

ccj

£10 - £24
(£120 - £299

360111524314567682720393528410pa)                (17)
26%16%21%29%29%33%29%24%21%23%25%22%32%26%

llleklll

£25 - £49
(£300 - £599

16491212131823281510242111197pa)                (37)
12%13%18%15%13%13%10%10%12%11%15%13%13%12%

m

£50 - £99
(£600 - £1,199

145958138223612924147166pa)                (75)
11%12%7%10%12%6%9%13%10%10%15%9%8%10%

hk

£100 - £199
(£1,200 - £2

1049775913157720224127,399 pa)          (150)
8%12%10%8%5%7%6%6%6%8%12%14%4%8%

afmaefgim

£200 - £499
(£2,400 - £5

88643381527569104102,999 pa)          (350)
6%9%6%3%3%6%7%10%4%7%6%7%5%6%

jij

£500 - £999
(£6,000 - £11

29222*5641364*35,999 pa)          (750)
2%3%3%2%*%4%2%1%1%4%3%2%*%2%

£1,000 - £1
,999 (£12,000

18111**3623-1321- £23,999 pa)    (1500)
1%1%2%1%*%*%1%2%1%4%-%1%3%1%

£2,000 - £2
,999 (£24,000

7-***--*2-31-7- £35,999 pa)    (2500)
*%-%*%1%*%-%-%*%1%-%2%1%-%*%

£3,000 - £4
,999 (£36,000

91----3231---10- £59,999 pa)    (4000)
1%1%-%-%-%-%1%1%2%1%-%-%-%1%

jk

£5,000 - £7
,499 (£60,000

3----*-3-*--*3- £89,999 pa)    (6250)
*%-%-%-%-%*%-%1%-%*%-%-%*%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

£7,500 - £9
,999 (£90,000

3------3-----3- £119,999 pa)   (8750)
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

*----------*-*- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

0-£99 per
11065255699611518821910567123117761282month

81%74%78%84%91%83%82%78%84%76%77%75%86%81%

lblbcdfklmlbl

£100+ per
26218151392340612021373912309month

19%26%22%16%9%17%18%22%16%24%23%25%14%19%

iaeijmiiiiaij

Don't know -
--------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

136870718210513822828012588160156881591Answered
174.22136.59110.5193.1546.9484.66133.81290.83194.81332.20132.85141.87147.15165.57Mean

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

Ofcom; Business Postal Tracker
Table 10  (continuation)                                                                                                                                                                        Page 109

QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

Under £10
(under £120

25625371*6502242121094953347509pa)                 (5)
33%31%11%9%3%14%33%36%14%29%34%25%24%38%32%

ccbcdebeffbfbf

£10 - £24
(£120 - £299

220190912740116834854762441410pa)                (17)
29%23%14%8%12%16%26%25%41%23%33%26%17%34%26%

abcdebbegbebeg

£25 - £49
(£300 - £599

101968*16190735502152114197pa)                (37)
13%12%12%6%10%14%12%11%6%13%15%21%15%11%12%

£50 - £99
(£600 - £1,199

611059126157711834152156166pa)                (75)
8%13%14%7%12%15%10%11%21%9%11%11%11%5%10%

baabdeg

£100 - £199
(£1,200 - £2

6265812511944104332127127,399 pa)          (150)
8%8%12%18%13%11%8%7%13%12%2%7%9%5%8%

aaddadgd

£200 - £499
(£2,400 - £5

426013347884332522192102,999 pa)          (350)
5%7%21%30%25%18%6%6%3%7%2%10%13%2%6%

aabaaadadadefg

£500 - £999
(£6,000 - £11

9265123308193-12235,999 pa)          (750)
1%3%9%12%11%7%2%1%1%3%2%-%9%1%2%

baaaaadefg

£1,000 - £1
,999 (£12,000

5162111198*6*-3321- £23,999 pa)    (1500)
1%2%3%8%5%2%1%1%*%2%*%-%2%3%1%

baaba

£2,000 - £2
,999 (£24,000

251-**61*51-*-7- £35,999 pa)    (2500)
*%1%1%-%3%1%*%*%*%1%1%-%*%-%*%

aag

£3,000 - £4
,999 (£36,000

73**-*92-7--1-10- £59,999 pa)    (4000)
1%*%1%3%-%*%1%*%-%2%-%-%1%-%1%

g
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

£5,000 - £7
,499 (£60,000

-31-**33**----3- £89,999 pa)    (6250)
-%*%1%-%1%1%*%*%*%*%-%-%-%-%*%

aaa

£7,500 - £9
,999 (£90,000

3-----33------3- £119,999 pa)   (8750)
*%-%-%-%-%-%*%*%-%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

***-**---*--*-*- £179,999 pa)  (12500)
*%*%1%-%1%*%-%-%-%*%-%-%*%-%*%

aaa

£15,000 - £19
,999 (£180,000

-**-*----*----*- £239,999 pa)  (17500)
-%*%*%-%1%-%-%-%-%*%-%-%-%-%*%

a

£20,000 - £24
,999 (£240,000

-**-*----*----*- £299,999 pa)  (22500)
-%*%*%-%2%-%-%-%-%*%-%-%-%-%*%

aa

£25,000 - £29
,999 (£300,000

---------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-**-*-------*-*- £479,999 pa)  (35000)
-%*%*%-%1%-%-%-%-%-%-%-%*%-%*%

a

£40,000 - £49
,999 (£480,000

---------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

---------------- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

---------------pa)             (87500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

£100,000 -
£299,999 (£1
,200,000 - £3

---------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

---------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
---------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
63964332252412505556827813218931081282month

83%78%50%29%37%59%82%83%82%74%93%83%66%89%81%

acdcdebcdebebbbefgbe

£100+ per
13017932691727711015951044814309month

17%22%50%71%63%41%18%17%18%26%7%17%34%11%19%

bababeabeaddadgadefg

Don't know -
---------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7688236481541152766583373142221411221591Answered
146.28183.58629.97458.191570.41328.78146.22153.9190.61235.9369.7467.76272.1481.25165.57Mean

aaabea
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

Under £10
(under £120

---1*19486--509-5095911288509pa)                 (5)
-%-%-%1%*%7%52%-%-%100%-%40%33%13%15%38%32%

cdefbcdefbcbbcbc

£10 - £24
(£120 - £299

----14109281-410--410*109228410pa)                (17)
-%-%-%-%9%42%30%-%53%-%-%32%2%14%13%30%26%

defacdefcdefacbddbcd

£25 - £49
(£300 - £599

-*-8366091-197--197314888197pa)                (37)
-%*%-%7%23%23%10%-%26%-%-%15%21%20%11%12%12%

eadefadefefacba

£50 - £99
(£600 - £1,199

--730701936-166--1661101860166pa)                (75)
-%-%12%24%44%7%4%-%21%-%-%13%4%14%25%8%10%

afabefabdefafacbad

£100 - £199
(£1,200 - £2

-*1646212518127--127-1141142127,399 pa)          (150)
-%1%26%37%13%10%2%41%-%-%41%-%6%20%15%6%8%

abcfabcfafafabaada

£200 - £499
(£2,400 - £5

-51928111816102--102-25729102,999 pa)          (350)
-%23%31%22%7%7%2%33%-%-%33%-%13%7%9%4%6%

abcabcabcaaabaaa

£500 - £999
(£6,000 - £11

-68716435--35-2141335,999 pa)          (750)
-%28%14%5%1%2%*%11%-%-%11%-%12%1%6%2%2%

abcdeabcdacaabaaca

£1,000 - £1
,999 (£12,000

-85*42221--21-115621- £23,999 pa)    (1500)
-%35%9%*%3%1%*%7%-%-%7%-%4%2%7%1%1%

abcdeabcdaabaaa

£2,000 - £2
,999 (£24,000

-1-11-17--7-**-27- £35,999 pa)    (2500)
-%3%-%1%1%-%*%2%-%-%2%-%3%*%-%*%*%

ababaa

£3,000 - £4
,999 (£36,000

-134-1*10--10--2*410- £59,999 pa)    (4000)
-%6%5%3%-%1%*%3%-%-%3%-%-%4%1%1%1%

abcabcabcabaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

£5,000 - £7
,499 (£60,000

**3--*-3--3-**--3- £89,999 pa)    (6250)
6%1%4%-%-%*%-%1%-%-%1%-%2%*%-%-%*%

aabcdabaa

£7,500 - £9
,999 (£90,000

3------3--3--3--3- £119,999 pa)   (8750)
88%-%-%-%-%-%-%1%-%-%1%-%-%4%-%-%*%

abaa

£10,000 - £14
,999 (£120,000

------**--*--*--*- £179,999 pa)  (12500)
-%-%-%-%-%-%*%*%-%-%*%-%-%*%-%-%*%

£15,000 - £19
,999 (£180,000

*------*--*-*---*- £239,999 pa)  (17500)
6%-%-%-%-%-%-%*%-%-%*%-%1%-%-%-%*%

a

£20,000 - £24
,999 (£240,000

-*-----*--*-----*- £299,999 pa)  (22500)
-%1%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

a

£25,000 - £29
,999 (£300,000

------------------ £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-*-----*--*--*--*- £479,999 pa)  (35000)
-%1%-%-%-%-%-%*%-%-%*%-%-%*%-%-%*%

a

£40,000 - £49
,999 (£480,000

------------------ £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

------------------ £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-----------------pa)             (87500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£100,000 -
£299,999 (£1
,200,000 - £3

-----------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-----------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
-*739119208893-774509-1282943466631282month
-%*%12%32%76%80%96%-%100%100%-%100%59%61%63%87%81%

fefdefdefbcdefccbbcd

£100+ per
3235485385242309--309-6282897309month

100%100%88%68%24%20%4%100%-%-%100%-%41%39%37%13%19%

abcdeabcdabcaaabaaaa

Don't know -
-----------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3236112415826093530977450930912821670747601591Answered
9072.81677.38847.33326.78151.10112.4436.65758.0834.555.00758.0822.83658.69775.00252.9291.38165.57Mean

abcdabcdabcaabaaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

Under £10
(under £120

22548195005504*--*100509pa)                 (5)
7%9%38%6%35%4%34%2%-%-%1%17%32%

bbbbcde

£10 - £24
(£120 - £299

6693353237820390*-2-201410pa)                (17)
26%24%26%21%26%18%26%2%-%3%-%34%26%

bcde

£25 - £49
(£300 - £599

2341592117511184-134108197pa)                (37)
9%12%12%13%12%10%12%-%5%5%7%18%12%

bcde

£50 - £99
(£600 - £1,199

*371291315311155--51183166pa)                (75)
2%13%10%9%11%10%10%-%-%9%19%14%10%

dede

£100 - £199
(£1,200 - £2

4388523104161112271955127,399 pa)          (150)
17%13%7%15%7%14%8%7%6%15%33%9%8%

aaaacde

£200 - £499
(£2,400 - £5

2435724782181212251629102,999 pa)          (350)
8%15%4%16%5%19%5%7%38%48%28%5%6%

aaaaeabeae

£500 - £999
(£6,000 - £11

5121810258274964935,999 pa)          (750)
19%4%1%7%2%8%2%15%29%11%7%1%2%

aaaaabcaa

£1,000 - £1
,999 (£12,000

-1389137145541121- £23,999 pa)    (1500)
-%5%1%6%1%7%1%19%17%8%2%*%1%

aaaababaa

£2,000 - £2
,999 (£24,000

33152346*-1-7- £35,999 pa)    (2500)
12%1%*%3%*%3%*%24%1%-%1%-%*%

aaaabcdaa

£3,000 - £4
,999 (£36,000

*9*636352*1210- £59,999 pa)    (4000)
*%3%*%4%*%6%*%20%5%1%2%*%1%

aaaabcaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

£5,000 - £7
,499 (£60,000

-*3-3*3**--33- £89,999 pa)    (6250)
-%*%*%-%*%*%*%1%1%-%-%*%*%

£7,500 - £9
,999 (£90,000

--3-3-3-----3- £119,999 pa)   (8750)
-%-%*%-%*%-%*%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

-**-*-**----*- £179,999 pa)  (12500)
-%*%*%-%*%-%*%1%-%-%-%-%*%

a

£15,000 - £19
,999 (£180,000

--*-*-**----*- £239,999 pa)  (17500)
-%-%*%-%*%-%*%1%-%-%-%-%*%

a

£20,000 - £24
,999 (£240,000

-*-*-*-*----*- £299,999 pa)  (22500)
-%*%-%*%-%*%-%1%-%-%-%-%*%

a

£25,000 - £29
,999 (£300,000

-------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-*-*--**----*- £479,999 pa)  (35000)
-%*%-%*%-%-%*%1%-%-%-%-%*%

a

£40,000 - £49
,999 (£480,000

-------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

-------------- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-------------pa)             (87500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£100,000 -
£299,999 (£1
,200,000 - £3

-------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
111651104751205471234119164921282month
44%58%86%49%84%43%83%3%5%17%27%83%81%

bbbdebcde

£100+ per
1411917577232622472429424298309month
56%42%14%51%16%57%17%97%95%83%73%17%19%

aaaababaa

Don't know -
-------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%

25285128015214371091480253151585901591Answered
523.54403.87105.65545.10125.52622.29132.052599.20861.17436.23362.65106.69165.57Mean

aaaabcdabcaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

Under £10
(under £120

847780591413233080714871814798443375509pa)                 (5)
7%32%17%18%13%10%30%11%17%11%32%20%32%18%16%44%32%

accabdefdfbdefdfbdefbc

£10 - £24
(£120 - £299

26397132116483287551161603922613869867240410pa)                (17)
22%26%28%36%39%20%27%19%25%25%26%28%26%21%26%28%26%

affffffc

£25 - £49
(£300 - £599

14189754436613748621001901301905637104197pa)                (37)
12%13%16%13%27%16%13%17%13%16%13%14%13%12%14%12%12%

c

£50 - £99
(£600 - £1,199

141575350147123366584160117157564169166pa)                (75)
12%10%11%15%6%11%11%13%14%13%11%13%11%12%16%8%10%

acaa

£100 - £199
(£1,200 - £2

2012252251598947467812092117552643127,399 pa)          (150)
17%8%11%8%12%14%8%17%10%12%8%10%8%12%10%5%8%

abcabcegacgaa

£200 - £499
(£2,400 - £5

181024222*6172315979977696522920102,999 pa)          (350)
15%7%9%7%3%15%7%11%13%12%6%8%6%11%11%2%6%

abcacgabcgabcgaa

£500 - £999
(£6,000 - £11

730166-2523161427322729262535,999 pa)          (750)
6%2%3%2%-%6%2%6%3%4%2%3%2%6%1%1%2%

bcabcgacgab

£1,000 - £1
,999 (£12,000

520131-161311817201920147-21- £23,999 pa)    (1500)
4%1%3%*%-%4%1%4%2%3%1%2%1%3%3%-%1%

bbcacegacgaa

£2,000 - £2
,999 (£24,000

237*-733274433137- £35,999 pa)    (2500)
2%*%1%*%-%2%*%1%*%1%*%*%*%1%*%*%*%

bbcacacg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

£3,000 - £4
,999 (£36,000

385*-103741088764*10- £59,999 pa)    (4000)
2%1%1%*%-%2%*%2%1%2%1%1%*%1%2%*%1%

bcabcgacgaa

£5,000 - £7
,499 (£60,000

-333-*1-1333313-3- £89,999 pa)    (6250)
-%*%1%1%-%*%*%-%*%*%*%*%*%*%1%-%*%

a

£7,500 - £9
,999 (£90,000

-3----3-3-3-33--3- £119,999 pa)   (8750)
-%*%-%-%-%-%*%-%1%-%*%-%*%1%-%-%*%

bda

£10,000 - £14
,999 (£120,000

***--*---*****--*- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted 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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
6112203392699237870169323414123068912122931887881282month
53%81%71%83%85%57%81%59%70%65%81%75%81%65%72%92%81%

accabdeffbdefdfbdefcbc

£100+ per
542911375721782091171372202882302791617271309month
47%19%29%17%15%43%19%41%30%35%19%25%19%35%28%8%19%

abbcabcegacgabcgacgaba

Don't know -
-----------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1151511476325114151079286460635151891914914552608591591Answered
412.18156.36277.45126.9049.79376.44150.32351.39272.16298.90157.63204.20152.56327.78274.4047.94165.57Mean

bbcabcgacgacgaa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

Under £10
(under £120

544381730503206-4943394973954924591034272373509pa)                 (5)
27%37%9%16%32%25%-%32%28%32%29%31%33%23%25%27%31%32%

aacaccddda

£10 - £24
(£120 - £299

513194050409223-4033064033484033631231255338410pa)                (17)
25%27%20%27%26%27%-%26%25%26%26%26%26%27%23%26%28%26%

£25 - £49
(£300 - £599

281462128195113-191163197167197174415128151197pa)                (37)
14%12%10%15%13%14%-%12%13%13%12%13%13%10%11%13%13%12%

£50 - £99
(£600 - £1,199

30103342515688-166137163152163146*17115118166pa)                (75)
15%9%17%13%10%11%-%11%11%10%11%10%11%1%13%12%10%10%

bbb

£100 - £199
(£1,200 - £2

1878312312381-12510612710812793101790104127,399 pa)          (150)
9%7%16%12%8%10%-%8%9%8%8%8%7%23%13%9%9%8%

bcbcc

£200 - £499
(£2,400 - £5

86528199966-1019210296102814118468102,999 pa)          (350)
4%6%14%10%6%8%-%6%8%6%7%7%6%8%8%8%6%6%

bcba

£500 - £999
(£6,000 - £11

6191053418-35323531342515212335,999 pa)          (750)
3%2%5%3%2%2%-%2%3%2%2%2%2%1%4%2%2%2%

b

£1,000 - £1
,999 (£12,000

*9111216-21212120211814141621- £23,999 pa)    (1500)
*%1%6%1%1%1%-%1%2%1%1%1%1%3%3%1%1%1%

bc

£2,000 - £2
,999 (£24,000

322*75-77777212317- £35,999 pa)    (2500)
2%*%1%*%*%1%-%*%1%*%1%*%*%3%1%*%*%*%

bcc

£3,000 - £4
,999 (£36,000

1625105-1010108109-*6610- £59,999 pa)    (4000)
1%1%1%2%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

£5,000 - £7
,499 (£60,000

3-1*33-313333*-313- £89,999 pa)    (6250)
1%-%*%*%*%*%-%*%*%*%*%*%*%*%-%*%*%*%

b

£7,500 - £9
,999 (£90,000

-3--33-333333--333- £119,999 pa)   (8750)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

£10,000 - £14
,999 (£120,000

--****-******---**- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

------------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
------------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
16210051111331263630-1254945126010621254114227987719801282month

80%85%57%71%81%77%-%80%78%80%79%80%83%61%71%78%81%81%

aaacabb

£100+ per
401828554300189-3072723082773082351739223223309month
20%15%43%29%19%23%-%20%22%20%21%20%17%39%29%22%19%19%

bcbbcca

Don't know -
------------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

20211881961871564819-1561121615681339156213774413799512031591Answered
250.63117.72361.04260.47165.77204.19-168.04190.26167.37180.47167.74159.44235.59174.96189.00144.10165.57Mean

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

Under £10
(under £120

1944466014421824261993104781017509pa)                 (5)
8%8%35%21%18%35%57%29%34%31%35%12%12%32%

abaab

£10 - £24
(£120 - £299

6133337116321383721332773661430410pa)                (17)
27%5%26%24%20%26%26%26%23%28%27%16%20%26%

abb

£25 - £49
(£300 - £599

305142521614512186701271651417197pa)                (37)
14%10%11%18%21%12%8%13%12%13%12%16%12%12%

ba

£50 - £99
(£600 - £1,199

201414026111156160521141391014166pa)                (75)
9%26%11%9%14%9%4%11%9%11%10%12%9%10%

bb

£100 - £199
(£1,200 - £2

2879033118041235374901521127,399 pa)          (150)
13%14%7%11%14%7%3%8%9%7%7%17%15%8%

babcc

£200 - £499
(£2,400 - £5

318782267311004260711020102,999 pa)          (350)
14%16%6%8%8%6%1%7%7%6%5%11%14%6%

bcc

£500 - £999
(£6,000 - £11

125219322*3514211931335,999 pa)          (750)
5%9%2%3%4%2%*%2%2%2%1%4%9%2%

c

£1,000 - £1
,999 (£12,000

103129*17-2191298521- £23,999 pa)    (1500)
4%6%1%3%*%1%-%1%2%1%1%9%3%1%

bcc

£2,000 - £2
,999 (£24,000

411313-7253*37- £35,999 pa)    (2500)
2%3%*%1%1%*%-%*%*%1%*%1%2%*%

bc

£3,000 - £4
,999 (£36,000

8263-9-10724*310- £59,999 pa)    (4000)
3%4%1%1%-%1%-%1%1%*%*%*%2%1%

ac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

£5,000 - £7
,499 (£60,000

**3--3-313*3*3- £89,999 pa)    (6250)
*%*%*%-%-%*%-%*%*%*%*%3%*%*%

c

£7,500 - £9
,999 (£90,000

--3--3-33---33- £119,999 pa)   (8750)
-%-%*%-%-%*%-%*%1%-%-%-%2%*%

ac

£10,000 - £14
,999 (£120,000

*-**-*-**-*-**- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

0-£99 per
1312610612095710011391144454828114847781282month

58%49%83%72%73%83%96%79%77%82%85%55%53%81%

ababab

£100+ per
9427214812121263031321771983969309month
42%51%17%28%27%17%4%21%23%18%15%45%47%19%

babacc

Don't know -
--------------PROBE FULLY.
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

225541275290781213144144758710041347861461591Answered
389.13691.51140.08247.28205.00169.0222.27179.88233.39125.9690.16466.66626.59165.57Mean

bbacc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

Under £10
(under £120

111130129139-20509pa)                 (5)
27%33%32%36%-%8%32%

d

£10 - £24
(£120 - £299

1128312391-57410pa)                (17)
28%21%31%24%-%23%26%

cac

£25 - £49
(£300 - £599

60534441-32197pa)                (37)
15%13%11%11%-%13%12%

£50 - £99
(£600 - £1,199

36484636324166pa)                (75)
9%12%11%9%41%10%10%

£100 - £199
(£1,200 - £2

38272437-35127,399 pa)          (150)
10%7%6%10%-%14%8%

£200 - £499
(£2,400 - £5

22341729135102,999 pa)          (350)
6%9%4%7%18%14%6%

b

£500 - £999
(£6,000 - £11

11969-1735,999 pa)          (750)
3%2%2%2%-%7%2%

£1,000 - £1
,999 (£12,000

792331021- £23,999 pa)    (1500)
2%2%1%1%40%4%1%

b

£2,000 - £2
,999 (£24,000

1321-67- £35,999 pa)    (2500)
*%1%*%*%-%2%*%

£3,000 - £4
,999 (£36,000

4-41-910- £59,999 pa)    (4000)
1%-%1%*%-%4%1%

cc

£5,000 - £7
,499 (£60,000

-*3---3- £89,999 pa)    (6250)
-%*%1%-%-%-%*%

Columns Tested: a,b - a,b,c,d
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Table 10  (continuation)                                                                                                                                                                        Page 128

QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

£7,500 - £9
,999 (£90,000

-3----3- £119,999 pa)   (8750)
-%1%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

**---**- £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)
-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

-------,999,999 pa)   (400000)
-%-%-%-%-%-%-%

£500,000+ (£6
-------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

0-£99 per
31931434230731331282month

79%79%85%79%41%54%81%

acd

£100+ per
848659804113309month
21%21%15%21%59%46%19%

bbb

Don't know -
-------PROBE FULLY.
-%-%-%-%-%-%-%

40340040138772461591Answered
166.02202.65184.22107.44701.65466.85165.57Mean

a
Columns Tested: a,b - a,b,c,d
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QV1.2  On average, how much money does your organisation spend in total per month on sending mail items? Please think about all the letters, packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

172678111332371712824181930-24%
13%8%10%10%11%10%14%13%13%13%5%16%20%12%

clchjkl

4723235316-*7855525-49%
3%3%4%3%3%4%1%6%-%*%5%5%5%3%

eeeedeedede

1208882122522652614814450-74%
9%11%11%9%2%9%11%8%5%6%16%9%9%9%

ieiiiiiideimii

1029545363891071692051037011911057120075-100%
75%77%75%77%85%78%74%73%82%80%74%70%65%75%

aaaabfmaaba

136870718210513822828012588160156881591Answered
79.9382.5781.1581.9385.7581.6780.5278.0582.1481.5682.3076.5571.5380.20Mean

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

Ofcom; Business Postal Tracker
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

791146*2418744484723971930-24%
10%14%10%5%14%9%12%7%5%22%5%9%28%5%12%

badfgadfg

25303*115218-1612855525-49%
3%4%4%5%6%3%3%3%-%4%1%9%5%4%3%

ddf

66776*151387143853131014450-74%
9%9%9%3%6%12%9%11%5%10%3%16%9%8%9%

ddd

59860249711311151532752361291581101120075-100%
78%73%76%88%73%75%75%80%90%63%91%66%58%82%75%

aacbebegabegbe

7688236481541152766583373142221411221591Answered
82.1778.3680.4383.7476.9480.9980.1985.2290.5970.1089.6977.5263.3886.3880.20Mean

abebebebe

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

Ofcom; Business Postal Tracker
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-3710162111195811795983917981930-24%
-%15%11%8%10%8%12%31%10%3%31%8%19%13%23%13%12%

abaaa

-1*5*17322725227271*4285525-49%
-%4%*%4%*%6%3%9%3%*%9%2%5%1%5%4%3%

ccacecabaa

-3610163476388818381061767814450-74%
-%13%10%8%10%13%8%12%11%4%12%8%5%10%8%10%9%

aaaa

316481001261897171495804711491051115448555120075-100%
100%69%79%80%80%73%77%48%75%93%48%82%72%77%65%73%75%

cbcb

3236112415826093530977450930912821670747601591Answered
99.1778.0382.6483.2782.5679.3281.6257.8680.2893.6557.8685.5875.7683.3369.2278.8180.20Mean

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

Ofcom; Business Postal Tracker
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

1410275811117411821263023861930-24%
57%36%6%53%8%68%8%81%85%58%40%15%12%

aaaabcabcaba

*34202430124213108335525-49%
2%12%2%16%2%11%3%4%9%19%14%6%3%

aaaaa

1431001612771372151212114450-74%
4%15%8%11%9%6%9%7%2%10%21%21%9%

add

10105108531116916118421614350120075-100%
38%37%85%20%81%15%80%7%4%13%24%59%75%

bbbdebcde

25285128015214371091480253151585901591Answered
40.5548.6288.1133.2785.2626.6984.2318.8415.2526.9840.4268.2080.20Mean

bbbdcdebcde

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

Ofcom; Business Postal Tracker
Table 11  (continuation)                                                                                                                                                                        Page 134

Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

241611042621589511149179147981379034591930-24%
21%11%22%8%22%38%9%39%11%28%10%11%9%20%13%7%12%

bbcabcdegabcegaba

8512511*4339301949513748186305525-49%
7%3%5%3%3%10%4%11%4%8%3%4%3%4%2%4%3%

bcabcegabceg

211406955281104525012214312214043247714450-74%
18%9%15%17%15%20%10%18%11%19%9%13%9%9%9%9%9%

bbabcegabcegacg

62115827723361338429334328511766621165304197692120075-100%
54%77%58%72%60%32%78%32%75%45%78%72%78%67%75%81%75%

acabdfdffbdfdfbdfcc

1151511476325114151079286460635151891914914552608591591Answered
64.0181.4766.6176.5363.7445.8282.4746.3079.6755.9382.4078.8982.9772.3879.4585.2980.20Mean

acabdfdffbdfdfbdefcbc

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

Ofcom; Business Postal Tracker
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

161136440191119-191173189152188143626971161930-24%
8%10%32%21%12%15%-%12%14%12%11%12%10%14%19%10%10%12%

bcabbc

11301475237-555254465436*1137395525-49%
5%3%7%4%3%5%-%4%4%3%3%3%3%1%8%4%3%3%

bbc

20101203014085-1441261411311411283119612514450-74%
10%8%10%16%9%10%-%9%10%9%10%9%9%7%8%10%10%9%

ab

155943991101182577-117186511841009117910703489764923120075-100%
77%79%51%59%76%71%-%75%71%75%75%75%78%79%65%77%77%75%

aaaccdddda

20211881961871564819-1561121615681339156213774413799512031591Answered
82.4083.4658.2666.5580.2676.19-79.9576.7980.2480.3580.2382.3980.1069.9381.6381.9980.20Mean

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

Ofcom; Business Postal Tracker
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

862513344201298185831109927641930-24%
38%46%10%15%25%11%5%13%14%11%7%32%44%12%

babcc

24635192292531935357135525-49%
10%10%3%7%3%2%1%4%3%4%3%8%9%3%

bcc

28101162710114513839105123101014450-74%
12%18%9%9%13%9%4%10%7%10%9%12%7%9%

bb

881499119946942129107144675410904259120075-100%
39%26%78%69%59%78%89%74%76%75%81%48%41%75%

abaab

225541275290781213144144758710041347861461591Answered
48.2240.5082.4574.1869.1381.9990.3179.1979.4080.6785.2755.5748.2880.20Mean

abaab

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

Ofcom; Business Postal Tracker
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

3944595141031930-24%
10%11%15%13%52%42%12%

d

1771615-255525-49%
4%2%4%4%-%10%3%

cc

39343339*3114450-74%
10%8%8%10%6%13%9%

308316293283387120075-100%
76%79%73%73%41%35%75%

b

40340040138772461591Answered
81.3083.4177.8878.1543.7745.6280.20Mean

ab

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

Ofcom; Business Postal Tracker
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Letters and large letters (WRITE IN:) (QV1.3a  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

10245552648810617420399691211095511950-24%
75%78%74%78%84%77%76%73%79%79%76%70%63%75%

aaaabfaaa

8375435151310318879925-49%
6%9%8%5%3%3%7%5%8%4%11%5%9%6%

hhij

8246711482434101179950-74%
6%5%9%8%1%10%3%9%2%4%7%7%8%6%

ieieiegieiii

17957713133240141111281819875-100%
13%7%10%9%12%10%14%14%11%13%7%18%20%12%

llcjklchjkl

136870718210513822828012588160156881591Answered
19.0914.9718.3116.6613.6718.2817.9721.1215.7918.1916.4823.2526.3318.75Mean

ilceijlm

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

Ofcom; Business Postal Tracker
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

5936024871031114752872237126158210311950-24%
77%73%76%85%72%76%75%79%87%63%89%66%58%84%75%

bebebegbe

46536*14934962252959925-49%
6%6%9%4%8%10%6%7%8%6%3%10%6%4%6%

a

47524*129644-28341449950-74%
6%6%6%5%6%6%6%7%-%8%2%17%10%3%6%

fdfadf

8211661231924448671361019875-100%
11%14%10%6%15%9%13%7%5%23%5%7%26%8%12%

badfgadfg

7688236481541152766583373142221411221591Answered
16.7620.6118.0215.4921.3217.3618.7813.679.0228.999.9121.2234.9211.7918.75Mean

badfgadfg

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

Ofcom; Business Postal Tracker
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3164798123191716149572474149104611545055811950-24%
100%70%77%79%78%73%77%48%74%93%48%82%70%77%68%73%75%

cbcb

-3791617472859122871165519925-49%
-%11%11%7%10%7%5%9%8%2%9%6%5%9%7%7%6%

aaaaaa

-1*533060296282970115509950-74%
-%4%1%4%2%12%6%9%8%2%9%5%4%1%6%7%6%

acdeceaaac

-36131622112103811410395391410219875-100%
-%15%11%10%10%8%12%33%10%3%33%7%21%13%19%13%12%

abaa

3236112415826093530977450930912821670747601591Answered
0.8321.0216.8416.1416.9119.4517.1840.9918.745.2640.9913.3924.2416.2925.7120.0418.75Mean

abaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

1010810773611591911762161333911950-24%
38%38%84%24%81%17%79%8%3%12%22%57%75%

bbbdbcde

*287069349521310829925-49%
2%10%6%4%6%3%6%6%2%7%18%14%6%

ad

13959316815841187829950-74%
3%14%5%20%5%14%6%4%4%16%11%14%6%

aaa

14110737911772125212834288719875-100%
57%38%6%52%8%66%8%82%90%66%49%15%12%

aaaababcaa

25285128015214371091480253151585901591Answered
58.1549.1711.1163.8613.8970.3014.8780.9383.9372.5158.3630.3118.75Mean

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

Ofcom; Business Postal Tracker
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

5911532682224133837943352731170658115730419369211950-24%
51%76%56%68%36%32%78%33%73%43%77%72%78%67%74%81%75%

acabdefdffbdfdfbdefcbc

20975045446713740839980983118499925-49%
18%6%11%14%39%11%7%13%9%13%7%9%7%7%7%6%6%

abbabcgabcegc

10935631*68713632909475933112569950-74%
9%6%12%9%1%16%7%13%7%14%6%8%6%7%5%7%6%

bcabcegabceg

27168102273167991185318915510714389386219875-100%
23%11%21%8%24%40%9%41%11%30%10%12%10%19%14%7%12%

bbcabcdegabcegaa

1151511476325114151079286460635151891914914552608591591Answered
33.3617.5331.4822.4135.6652.5916.2651.4919.1242.6516.6420.1416.1025.8620.1813.8118.75Mean

bbcabcdegaabcegacgaba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

161938941041177574-11668561179100211741063368775492111950-24%
80%79%48%56%75%70%-%75%70%75%75%75%77%81%64%76%77%75%

aaaccddddaa

126519239658-9986969096872970859925-49%
6%5%10%12%6%7%-%6%7%6%7%6%6%4%7%7%7%6%

bab

117415189564-99939991987621566789950-74%
5%6%7%10%6%8%-%6%8%6%7%6%6%4%11%7%7%6%

c

171117042196124-19718119415519415152610311919875-100%
9%9%35%22%13%15%-%13%15%12%12%12%11%10%19%10%10%12%

bcabbcc

20211881961871564819-1561121615681339156213774413799512031591Answered
15.7815.6240.7031.8218.6922.68-18.9922.2718.7018.6418.7116.7917.4728.1317.5516.9118.75Mean

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

Ofcom; Business Postal Tracker
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

86199931924993412610694407551089405711950-24%
38%36%78%66%62%77%87%74%75%75%81%46%39%75%

abaab

22370286727924059745199925-49%
10%6%6%10%7%6%5%6%7%6%6%6%13%6%

bc

279772137639623767712109950-74%
12%16%6%7%4%6%2%7%4%8%6%14%7%6%

bbc

91231344821132918984115107296019875-100%
40%42%10%17%27%11%6%13%14%11%8%34%41%12%

babcc

225541275290781213144144758710041347861461591Answered
49.8755.2716.5824.4229.1416.979.5719.6719.6918.2013.9944.0847.3218.75Mean

babcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

30131529328738911950-24%
75%79%73%74%48%36%75%

28151936-239925-49%
7%4%5%9%-%9%6%

bc

30252916-299950-74%
7%6%7%4%-%12%6%

a

44456049410519875-100%
11%11%15%13%52%43%12%

40340040138772461591Answered
18.4716.3120.6019.6552.6152.0118.75Mean

Columns Tested: a,b - a,b,c,d
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Parcels and packets (WRITE IN:) (QV1.3b  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

1353677080104138225277123871581568515700-24%
99%96%99%98%99%100%99%99%98%100%98%100%97%99%

lllal

41111-**----2625-49%
*%2%1%1%1%-%*%*%-%-%-%-%2%*%

mm

41-1----1*2--650-74%
*%2%-%1%-%-%-%-%1%*%2%-%-%*%

m

81----331---1875-100%
1%1%-%-%-%-%1%1%1%-%-%-%1%1%

136870718210513822828012588160156881591Answered
0.982.460.531.420.580.051.510.832.070.251.220.212.151.05Mean

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

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

75981162814391508655833701402113812015700-24%
99%99%97%99%98%97%99%99%100%99%99%98%98%98%99%

b

251*-162*11-2*625-49%
*%1%1%1%-%2%*%*%*%*%1%-%1%*%*%

a

331-**65--***-650-74%
*%*%1%-%2%1%*%1%-%-%*%2%*%-%*%

44*-**83-3--11875-100%
1%1%*%-%1%*%1%*%-%1%-%-%1%1%1%

7688236481541152766583373142221411221591Answered
1.071.031.550.771.741.651.031.110.400.910.401.251.701.831.05Mean

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

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

32361123156257920305765501305126516706974815700-24%
100%98%100%99%99%99%98%99%99%98%99%99%100%100%94%98%99%

bb

-**11-431233--*5625-49%
-%2%*%1%*%-%*%1%*%*%1%*%-%-%*%1%*%

bba

---*11513316-**5650-74%
-%-%-%*%*%*%*%*%*%1%*%*%-%*%*%1%*%

----*26*53*8--42875-100%
-%-%-%-%*%1%1%*%1%1%*%1%-%-%6%*%1%

ac

3236112415826093530977450930912821670747601591Answered
-0.950.520.590.531.241.201.140.981.091.141.03-0.395.061.141.05Mean

ac

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

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

252781266146142210414642530515757915700-24%
98%98%99%96%99%96%99%100%99%100%98%98%99%

bb

*242424-*-*6625-49%
2%1%*%2%*%2%*%-%1%-%1%1%*%

aa

*1515*6--**3650-74%
*%*%*%1%*%*%*%-%-%*%1%*%*%

-353636----3875-100%
-%1%*%2%*%2%*%-%-%-%-%1%1%

aa

25285128015214371091480253151585901591Answered
1.302.210.792.870.863.010.900.230.820.511.221.491.05Mean

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

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

11114914633211140710622784536241500909147344625984815700-24%
96%99%97%99%100%98%98%97%99%98%99%99%99%98%99%99%99%

acfff

3643-44425545115625-49%
3%*%1%1%-%1%*%1%*%1%*%*%*%*%*%1%*%

bac

1662-161236361*5650-74%
1%*%1%1%-%*%1%*%*%*%*%*%*%*%*%1%*%

-73*-373337377-2875-100%
-%*%1%*%-%1%1%1%1%*%*%*%*%1%-%*%1%

ab

1151511476325114151079286460635151891914914552608591591Answered
2.631.001.911.060.601.591.282.211.211.420.960.970.931.760.370.901.05Mean

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

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

19811741931841543807-15401202154713211542136342134986118615700-24%
98%99%98%98%99%99%-%99%99%99%99%99%99%96%98%99%99%99%

142265-6564642-25625-49%
*%*%1%1%*%1%-%*%*%*%*%*%*%4%-%*%*%*%

ac

141161-636665**26650-74%
*%*%1%1%*%*%-%*%*%*%*%*%*%*%*%*%1%*%

36--85-858785-346875-100%
1%*%-%-%1%1%-%1%*%1%1%1%*%-%2%*%*%1%

c

20211881961871564819-1561121615681339156213774413799512031591Answered
1.820.921.041.631.051.13-1.070.941.061.011.060.822.431.940.811.091.05Mean

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

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

221511260283761199144142658198913358613815700-24%
98%95%99%98%97%99%100%99%99%98%99%100%94%99%

aa

1242*4*6243-3625-49%
*%4%*%1%*%*%*%*%*%*%*%-%2%*%

bc

112522-6165*1650-74%
*%1%*%2%3%*%-%*%*%1%*%*%1%*%

ba

3-8--8-8363-5875-100%
1%-%1%-%-%1%-%1%*%1%*%-%3%1%

c

225541275290781213144144758710041347861461591Answered
1.914.230.961.401.741.040.131.140.921.120.740.354.401.05Mean

bc

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

Ofcom; Business Postal Tracker
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Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

401399393378724015700-24%
100%100%98%98%100%98%99%

abab

1*41-2625-49%
*%*%1%*%-%1%*%

1**5-1650-74%
*%*%*%1%-%*%*%

bc

*144-3875-100%
*%*%1%1%-%1%1%

40340040138772461591Answered
0.230.271.522.213.632.371.05Mean

cdcd

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

Ofcom; Business Postal Tracker
Table 13  (continuation)                                                                                                                                                                        Page 154

Other mail items (WRITE IN:) (QV1.3c  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

816353648658114116975469195549351-24             (12.5)
60%49%51%59%62%58%62%60%60%52%57%61%62%59%

kllllll

22012151324343336211420182026025 - 49          (37.0)
16%17%21%16%23%25%14%13%16%16%13%12%22%16%

bfbfbcfjmb

132107912620311372215615850 - 99          (75.0)
10%14%10%11%12%4%9%11%10%8%14%9%7%10%

hhhhhh

104687211171681119145124100 - 249       (175.0)
8%8%11%9%2%8%7%6%6%13%12%9%6%8%

iiiiiii

545111414152359261250 - 499       (375.0)
4%8%2%1%1%3%6%5%2%3%3%6%2%4%

jeijkmjkjjk

17123**4453*1*23500 - 4,999    (2750.0)
1%2%3%4%*%*%2%1%4%3%*%*%*%1%

bhmm

5,000 - 49
3------3-*---3,999          (27500.0)
*%-%-%-%-%-%-%1%-%*%-%-%-%*%

50,000 -
*-----------**499,999      (275000.0)
*%-%-%-%-%-%-%-%-%-%-%-%*%*%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

23111-3-63435-27letters
2%2%2%2%-%2%-%2%2%5%2%3%-%2%

gi

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

10364752618911517420596591111137411951-49
76%66%73%74%85%83%76%73%76%68%69%72%84%75%

lbcdfjklmbcdklbcdkl

31022181916205569272446381436950+
23%32%25%24%15%15%24%25%22%28%29%25%16%23%

haehimhihhhihih

134569708010513522827412384157152881564Answered
189.25115.65126.12145.0041.9850.4898.02398.50139.39215.0461.4569.82645.16180.93Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



d

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

45947615211292041837208881271769351-24             (12.5)
60%58%23%18%8%29%60%63%45%56%62%54%51%62%59%

ccbcdebeffbf

13712211137249811369287272826025 - 49          (37.0)
18%15%17%10%18%18%16%12%15%19%20%31%19%23%16%

gggg

71861112714757163515223715850 - 99          (75.0)
9%11%17%12%16%18%10%9%20%9%10%7%17%5%10%

aaaegaeg

6065132471115972911283124100 - 249       (175.0)
8%8%21%24%28%17%7%9%8%8%8%8%5%2%8%

aaabaaaaa

233861145434791*6361250 - 499       (375.0)
3%5%10%16%10%9%4%5%8%3%*%1%4%3%4%

aaaadded

815723316834*-4323500 - 4,999    (2750.0)
1%2%11%19%18%7%1%1%3%1%*%-%3%3%1%

aababa

5,000 - 49
3**--*33*-----3,999          (27500.0)
*%*%*%-%-%1%*%*%*%-%-%-%-%-%*%

50,000 -
-**-*----*----*499,999      (275000.0)
-%*%*%-%1%-%-%-%-%*%-%-%-%-%*%

a

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

720*-*-275-18--2227letters
1%2%*%-%2%-%2%1%-%5%-%-%1%1%2%

bbbbdg

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

596599262419116949950277115199810511951-49
78%73%40%29%26%48%77%75%61%74%81%84%70%86%75%

accdbcdeffbfbefg

16520438610213321613378263411636950+
22%25%59%71%72%52%22%24%39%21%19%16%29%13%23%

aababeaaadegade

7618036381441150166083355142221391211564Answered
186.14175.991328.64638.924271.18437.08132.47213.38231.98225.5445.6539.52137.18114.06180.93Mean

Ofcom; Business Postal Tracker
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

a          a       a          a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
Produced by OLR
OFC1885
Issue date: 21/04/15



a          a          a

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

------9354240748642893821195149351-24             (12.5)
-%-%-%-%-%-%100%14%53%96%14%70%48%30%26%68%59%

bcdefcbcbbcbcd

-----260-5218919522082122011626025 - 49          (37.0)
-%-%-%-%-%100%-%17%24%4%17%16%10%17%27%15%16%

acdefaacad

----158--38119*38119111136015850 - 99          (75.0)
-%-%-%-%100%-%-%12%15%*%12%9%5%15%17%8%10%

abdefaaaad

---124---853818539218944124100 - 249       (175.0)
-%-%-%100%-%-%-%28%5%*%28%3%13%26%12%6%8%

abcefabaaaaba

--61----547-5472410961250 - 499       (375.0)
-%-%100%-%-%-%-%17%1%-%17%1%10%5%13%1%4%

abcdfabaaaaa

-23-----23*-23*21*323500 - 4,999    (2750.0)
-%100%-%-%-%-%-%7%*%-%7%*%11%2%1%*%1%

abcdeabaabc

5,000 - 49
3------3--3-*3--3,999          (27500.0)

94%-%-%-%-%-%-%1%-%-%1%-%1%4%-%-%*%

abaaa

50,000 -
*------*--*-*---*499,999      (275000.0)
6%-%-%-%-%-%-%*%-%-%*%-%1%-%-%-%*%

a

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

-------121321215--31427letters
-%-%-%-%-%-%-%4%2%*%4%1%-%-%4%2%2%

abaac

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

-----260935945965059411019343963011951-49
-%-%-%-%-%100%100%30%77%99%30%86%58%48%53%83%75%

cdefcdefcbcbbcd

32361124158--20416422041667373211636950+
100%100%100%100%100%-%-%66%21%*%66%13%42%52%43%15%23%

abababababaaaaa

3236112415826093529776050629712671670717461564Answered
411962750.00375.00175.0075.0037.0012.50825.1040.2813.86825.1029.724124.381324.80119.2446.87180.93Mean

Ofcom; Business Postal Tracker
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

a                 a         ab                     a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
Produced by OLR
OFC1885
Issue date: 21/04/15



a

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

813878981854548817217223209351-24             (12.5)
34%48%62%53%59%50%59%30%7%34%38%54%59%

bbdddbcde

35420327233172431812811726025 - 49          (37.0)
13%19%16%18%16%16%16%3%27%23%13%20%16%

eee

-341237150715141948015850 - 99          (75.0)
-%12%10%5%10%7%10%16%5%17%7%13%10%

b

4269419105161095671133124100 - 249       (175.0)
15%9%7%13%7%14%7%18%18%15%19%6%8%

aaaaaa

1154555635735492061250 - 499       (375.0)
3%5%3%3%4%3%4%10%16%7%16%3%4%

aa

*814221*2235*1623500 - 4,999    (2750.0)
*%3%1%1%1%*%2%10%15%1%2%1%1%

aacabc

5,000 - 49
--3-3-3-----3,999          (27500.0)
-%-%*%-%*%-%*%-%-%-%-%-%*%

50,000 -
--*-*-**----*499,999      (275000.0)
-%-%*%-%*%-%*%1%-%-%-%-%*%

a

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

9971115111534231527letters
34%3%1%7%1%10%1%13%12%4%4%2%2%

aaaaa

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

121919921081087721123810292943711951-49
46%67%78%71%76%66%76%32%34%57%51%74%75%

bbdebcde

58428034336273431416202613936950+
19%30%22%22%23%24%23%55%54%39%45%23%23%

aaaaa

1727512721411423981466222749555761564Answered
93.41144.44189.9685.85190.3873.63188.132810.86588.4799.93180.7876.37180.93Mean
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

abc          a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

3687927116231996021431973088904578702011116089351-24             (12.5)
31%58%57%50%30%48%56%50%43%48%59%50%58%44%43%71%59%

ccbdeebdefebdefbc

1925572612822005693113257173254814613326025 - 49          (37.0)
16%17%15%19%22%20%19%19%20%18%17%19%17%18%18%15%16%

19157505633812229678515811115767345715850 - 99          (75.0)
16%10%11%17%32%9%11%10%15%13%10%12%11%15%13%7%10%

abaaccaa

2012134201418425485612496121454138124100 - 249       (175.0)
17%8%7%6%6%10%8%9%10%9%8%10%8%10%16%4%8%

abagaac

10611921*19461436356157613417861250 - 499       (375.0)
8%4%4%6%3%5%4%5%8%5%4%6%4%7%7%1%4%

abacgacaa

623114*111961514232223128423500 - 4,999    (2750.0)
5%2%2%1%2%3%2%2%3%2%2%2%2%3%3%*%1%

bacaa

5,000 - 49
-3*---3-3-3*33--3,999          (27500.0)
-%*%*%-%-%-%*%-%1%-%*%*%*%1%-%-%*%

bda

50,000 -
-*---**-******--*499,999      (275000.0)
-%*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

612182*24212*242221231127letters
6%1%4%1%4%6%*%4%*%4%*%*%*%3%1%1%2%

bbcabcegabceg

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

55113434322362818021992894211146630112428215874011951-49
47%75%72%69%52%68%74%70%63%66%76%69%75%62%61%86%75%

ccbdebdefebdefbc

5436511510151102757517018936928736516110010736950+
47%24%24%31%44%26%26%26%37%30%24%31%24%35%38%12%23%

ababcdfgacgacgaa

1091498459324103911077274460610151691714894432578471564Answered

Ofcom; Business Postal Tracker
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

236.67187.78131.8095.55111.19267.01233.72117.64473.16209.84186.24195.22188.95464.04155.8743.29180.93Mean
aa

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

1077448189921465-91370291873991282422785167109351-24             (12.5)
53%63%41%48%59%57%-%58%58%59%55%58%60%49%57%52%59%59%

aacccb

292042629257137-257192260236260219112418320226025 - 49          (37.0)
14%17%13%15%16%17%-%16%16%17%18%17%16%24%17%18%17%16%

2998302515389-157128154147154145*1112211415850 - 99          (75.0)
14%8%15%13%10%11%-%10%11%10%11%10%10%1%8%12%10%10%

bba

2379231912261-12093124116124998149988124100 - 249       (175.0)
11%7%12%10%8%7%-%8%8%8%9%8%7%18%10%10%7%8%

bbca

73816135838-61546157615424495361250 - 499       (375.0)
3%3%8%7%4%5%-%4%4%4%4%4%4%5%3%5%4%4%

bcb

49942213-23212323231815212223500 - 4,999    (2750.0)
2%1%5%2%1%2%-%1%2%1%2%1%1%3%3%2%2%1%

b

5,000 - 49
-3**33-333333--333,999          (27500.0)
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

50,000 -
--*-*--******--***499,999      (275000.0)
-%-%*%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

500,000 - 4
------------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

4131172713-272325182515-221127letters
2%1%5%4%2%2%-%2%2%2%1%2%1%-%1%*%1%2%

bcabb

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

1369481071181178601-11708941177975117210433210269991211951-49
67%80%55%63%75%73%-%75%73%75%73%75%76%74%74%70%76%75%

aacccb

622277961359204-364299366346365319123329428036950+
31%19%40%33%23%25%-%23%25%23%26%23%23%26%24%30%23%23%

bbaba

19911751861791537805-1534119315431320153713624413599311921564Answered
105.86136.55527.57160.53180.97207.08-183.64220.27182.37208.10182.97190.18144.97142.35258.86219.96180.93Mean

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

106227781494972812181435558081740729351-24             (12.5)
47%41%61%51%63%60%84%56%61%58%61%46%49%59%

aaab

40122074942001724383177223172026025 - 49          (37.0)
18%23%16%17%5%16%12%17%14%18%17%19%14%16%

b

228119389119315457100130141115850 - 99          (75.0)
10%16%9%13%11%10%2%11%10%10%10%16%7%10%

bbac

235982299321224085100913124100 - 249       (175.0)
10%10%8%8%12%8%2%8%7%8%7%10%9%8%

b

1214020539-6128334541161250 - 499       (375.0)
6%2%3%7%6%3%-%4%5%3%3%4%8%4%

bbc

53139216*23716182323500 - 4,999    (2750.0)
2%6%1%3%3%1%*%2%1%2%1%2%2%1%

b

5,000 - 49
--3--3-33-*-33,999          (27500.0)
-%-%*%-%-%*%-%*%1%-%*%-%2%*%

ac

50,000 -
---*-*-*-*--**499,999      (275000.0)
-%-%-%*%-%*%-%*%-%*%-%-%*%*%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
letters /
large

162161*15-2713141321327letters
7%4%1%*%1%1%-%2%2%1%1%2%9%2%

bc

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

146349851985392813810564387571040569211951-49
65%63%77%68%68%76%96%73%75%75%77%65%63%75%

aaab

631827491252716363135234294284136950+
28%33%21%31%32%22%4%25%23%23%22%33%28%23%

bbc

20952125928978119914414205739911334841341564Answered
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

131.90211.29146.82334.74131.20201.8322.97197.00239.05147.3088.85116.971148.26180.93Mean
c

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

Ofcom; Business Postal Tracker
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

224223258230-1209351-24             (12.5)
56%56%64%60%-%49%59%

cd

8057576534126025 - 49          (37.0)
20%14%14%17%41%17%16%

bc

4541373442415850 - 99          (75.0)
11%10%9%9%52%10%10%

28352240-22124100 - 249       (175.0)
7%9%6%10%-%9%8%

b

20191111-1361250 - 499       (375.0)
5%5%3%3%-%5%4%

41063*723500 - 4,999    (2750.0)
1%3%1%1%6%3%1%

a

5,000 - 49
-3*---3,999          (27500.0)
-%1%*%-%-%-%*%

50,000 -
--*---*499,999      (275000.0)
-%-%*%-%-%-%*%

500,000 - 4
-------,999,999    (2750000.0)
-%-%-%-%-%-%-%

-------5m +        (5500000.0)
-%-%-%-%-%-%-%

Don't send
letters /
large

21195-1827letters
1%3%2%1%-%7%2%

dd

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

304280315295316111951-49
75%70%79%76%41%66%75%

cc

96109778746736950+
24%27%19%22%59%27%23%

b

40138939238272281564Answered
80.88342.76231.5469.14232.82150.19180.93Mean

ad

Columns Tested: a,b - a,b,c,d
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QV2a. On average, how many letter items does your organisation send per month? Please think ONLY about all the letters and large letters you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

5042828312758779342297667365901-24             (12.5)
37%39%39%38%25%42%34%33%34%33%47%43%41%37%

iiiiifiii

45445317114739*5825 - 49          (37.0)
3%6%5%6%3%*%3%4%3%8%2%6%*%4%

ahhahmachmah

4722117816313535150 - 99          (75.0)
3%3%2%1%1%5%3%6%2%2%2%3%4%3%

jjjj

2811112834422131100 - 249       (175.0)
2%1%1%1%1%1%4%1%3%5%2%1%2%2%

jl

15**1*-5-3-31317250 - 499       (375.0)
1%*%1%1%*%-%2%-%2%-%2%1%4%1%

fhl

5*1**--3-2-**7500 - 4,999    (2750.0)
*%1%1%1%*%-%-%1%-%2%-%*%*%*%

m

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
1----------1-1499,999      (275000.0)
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

72235364373711231547044747143836packets
53%50%50%52%69%51%54%55%56%50%46%45%49%53%

abcdefghj

klm

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

14277869293313151119916525+
10%10%10%10%5%7%13%12%11%17%7%12%10%10%

chi

64635353932671051265544878544755Answered
590.7160.3871.0361.1540.2923.1249.0284.5246.95149.0032.464077.8171.27514.72Mean

hh
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

28130926451756424730143421362425901-24             (12.5)
37%38%41%48%33%43%37%37%37%38%30%61%44%35%37%

d

174141125423-24--725825 - 49          (37.0)
2%5%7%7%9%6%4%3%-%6%-%-%5%1%4%

baadadfgd

232831124812*22*-1025150 - 99          (75.0)
3%3%5%6%5%5%3%2%*%6%*%-%7%1%3%

aadfgadfg

11202**2284*113-10331100 - 249       (175.0)
1%2%4%5%3%4%2%1%*%3%2%-%7%2%2%

aagdefgg

981*1*162-91-3-17250 - 499       (375.0)
1%1%1%3%4%*%1%*%-%3%1%-%2%-%1%

babgg

342-1151-5--1-7500 - 4,999    (2750.0)
*%*%3%-%7%2%*%*%-%1%-%-%1%-%*%

aabeag

5,000 - 49
---------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
1-----1------11499,999      (275000.0)
*%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

g

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

423412253616811377521599594872836packets
55%50%39%31%39%40%53%57%63%43%67%39%34%59%53%

abcdebebebegbe

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

641011324715242*724-31816525+
8%12%20%21%28%17%10%6%*%19%3%-%22%6%10%

baaabafadfgadfgf

3454103969247162883121446139350755Answered
1056.9158.42155.1547.30362.36104.38534.2628.9313.69111.4731.9412.5079.926927.09514.72Mean

bdeggeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-62033801173209839210098492519362915901-24             (12.5)
-%26%33%26%50%45%34%32%51%20%32%38%34%27%49%38%37%

adefadfaacbcc

-191148224215*4216*25245825 - 49          (37.0)
-%6%15%9%3%3%2%14%2%*%14%1%3%3%6%3%4%

abcabcabaa

-*4791217429-429121235150 - 99          (75.0)
-%2%6%6%6%5%2%14%1%-%14%1%5%3%1%3%3%

aaaaabaa

-556182291-2911-41231100 - 249       (175.0)
-%20%8%5%1%3%*%9%*%-%9%*%4%-%6%2%2%

abcdeacacaabaac

*-314-716**161**-717250 - 499       (375.0)
6%-%4%1%2%-%1%5%*%*%5%*%2%*%-%1%1%

abdababa

-3-3*117--7--4--7500 - 4,999    (2750.0)
-%11%-%2%*%*%*%2%-%-%2%-%-%6%-%-%*%

abcdeababaab

5,000 - 49
-----------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
---1---1--1----11499,999      (275000.0)
-%-%-%1%-%-%-%*%-%-%*%-%-%-%-%*%*%

aa

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

38216360114567723564087276384328402836packets
94%35%34%50%38%44%61%23%46%80%23%60%52%61%38%53%53%

cefbcdefcbcbbb

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

*920291828481382611382728106716525+
6%39%33%23%12%11%5%45%3%*%45%2%14%12%13%9%10%

abcdabcabcaaabaa

*1540629814636823641810123651982846358755Answered
375.00546.9565.505727.6240.5240.3629.101610.6915.6214.241610.6915.3651.10429.3630.94993.75514.72Mean

abceaabd

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

71754077851042547----5905901-24             (12.5)
27%61%32%52%36%39%37%-%-%-%-%100%37%

aabcde

2272914441246---58-5825 - 49          (37.0)
7%10%2%9%3%11%3%-%-%-%100%-%4%

aaaacde

4222421302031--51--5150 - 99          (75.0)
16%8%2%13%2%18%2%-%-%100%-%-%3%

aaaabde

22181317922-31---31100 - 249       (175.0)
7%8%1%9%1%8%1%-%100%-%-%-%2%

aaaabce

412112511717----17250 - 499       (375.0)
14%4%*%8%*%10%*%68%-%-%-%-%1%

aaaabcd

-4234347----7500 - 4,999    (2750.0)
-%2%*%2%*%3%*%27%-%-%-%-%*%

aaaabcd

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--1-1-11----1499,999      (275000.0)
-%-%*%-%*%-%*%5%-%-%-%-%*%

a

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

7228061182512824-----836packets
29%8%63%7%57%11%56%-%-%-%-%-%53%

bbb

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

118866631025511025315158-16525+
44%31%5%41%7%50%7%100%100%100%100%-%10%

aaaaaaa

182624741416139765725315158590755Answered
117.4996.70762.86131.19604.31173.93566.3314688.21175.0075.0037.0012.50514.72Mean

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

57558246308102684031671974685544115471581063175901-24             (12.5)
49%37%52%95%93%65%37%58%43%74%36%45%37%35%41%37%37%

bbaabcegacgabcefgacg

1356256-5239372256544647311785825 - 49          (37.0)
11%4%5%2%-%13%4%13%5%9%4%5%3%7%6%1%4%

abcabcdegabcegaaa

6493011*4037292248493349271595150 - 99          (75.0)
5%3%6%3%3%10%3%10%5%8%3%4%3%6%6%1%3%

bcabcegabcgaa

828171-301918931252125225331100 - 249       (175.0)
7%2%4%*%-%7%2%6%2%5%2%2%2%5%2%*%2%

bbcabcegabcegaba

21113**1681221712128131417250 - 499       (375.0)
1%1%3%*%4%4%1%4%1%3%1%1%1%3%*%*%1%

bcabcegabcegab

374*-7344777743*7500 - 4,999    (2750.0)
3%*%1%*%-%2%*%1%1%1%*%1%*%1%1%*%*%

bcggaa

5,000 - 49
-----------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-1---1---1111-1-1499,999      (275000.0)
-%*%-%-%-%*%-%-%-%*%*%*%*%-%*%-%*%

a

500,000 - 4
-----------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

27801140---570182037815388807201113517836packets
24%53%29%-%-%-%53%6%44%1%54%42%54%44%43%60%53%

acbdefddfbdefdfbdefbc

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

32152891711471061016016014912013796422416525+
27%10%19%5%7%35%10%35%13%25%10%13%9%21%16%3%10%

abbcabcdegacabcegacgaa

8871033632511415509268257628703531684254147341755Answered
145.77542.0176.0816.3029.77923.6148.5287.0670.93615.91547.86716.89559.0193.062425.8821.76514.72Mean

ga
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

894237598577360-58451458051257850119563844615901-24             (12.5)
44%36%38%52%37%44%-%37%42%37%38%37%36%44%41%39%38%37%

babbabce

73021105835-5854584858472643445825 - 49          (37.0)
4%3%11%5%4%4%-%4%4%4%4%4%3%4%4%4%4%4%

bc

*3119115138-51515149513311135305150 - 99          (75.0)
*%3%10%6%3%5%-%3%4%3%4%3%2%1%8%3%2%3%

cbcc

362153015-292831273025-4231931100 - 249       (175.0)
2%1%11%3%2%2%-%2%2%2%2%2%2%-%3%2%2%2%

bc

38641711-17161715179247917250 - 499       (375.0)
2%1%3%2%1%1%-%1%1%1%1%1%1%4%3%1%1%1%

bcc

134172-777775*1367500 - 4,999    (2750.0)
*%*%2%1%*%*%-%*%1%*%1%*%*%*%1%*%1%*%

b

5,000 - 49
------------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
1---11-11111-1-111499,999      (275000.0)
1%-%-%-%*%*%-%*%*%*%*%*%-%3%-%*%*%*%

bac

500,000 - 4
------------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

976875058824357-8145468246808217561955498633836packets
48%58%25%31%53%44%-%52%45%53%51%53%55%43%40%50%53%53%

aacaccdddda

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

16787131163102-16315716414716412062611210916525+
8%7%36%17%10%12%-%10%13%10%11%10%9%13%19%11%9%10%

bcbacec

105501146129740462-7476717446597416212582496570755Answered
3340.1440.05129.8268.45524.59793.83-519.58576.79521.88584.81523.8252.8313866.2296.11741.70664.11514.72Mean

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

13333445137314383355720039146946705901-24             (12.5)
59%61%35%47%39%36%23%39%34%39%35%54%48%37%

bbcc

195421414235520383113145825 - 49          (37.0)
8%10%3%5%2%3%2%4%3%4%2%15%10%4%

cc

176331410283483318335125150 - 99          (75.0)
8%12%3%5%13%2%2%3%6%2%2%6%8%3%

aacc

203218*272291219157831100 - 249       (175.0)
9%6%2%3%*%2%1%2%2%2%1%8%6%2%

cc

105103-13*1798431017250 - 499       (375.0)
5%10%1%1%-%1%*%1%2%1%*%3%7%1%

cc

414315-7511127500 - 4,999    (2750.0)
2%1%*%1%1%*%-%*%1%*%*%2%2%*%

acc

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
---1---1-1--11499,999      (275000.0)
-%-%-%*%-%-%-%*%-%*%-%-%1%*%

bc

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't send
parcels /

23-719109356601037333085287931028836packets
10%-%56%38%44%54%71%51%52%53%59%11%19%53%

aaaab

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

702111143131159156798684304816525+
31%39%9%15%16%9%6%11%14%9%6%35%33%10%

baacc

20254555180435534271427947755476118755Answered
104.29106.5750.931985.7881.0259.3629.65543.1094.01760.8128.4299.933043.00514.72Mean

bcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

16911915315031415901-24             (12.5)
42%30%38%39%41%58%37%

ccc

15171114*215825 - 49          (37.0)
4%4%3%4%6%8%4%

1998152215150 - 99          (75.0)
5%2%2%4%34%9%3%

b

310108-2331100 - 249       (175.0)
1%2%3%2%-%9%2%

dd

244711417250 - 499       (375.0)
1%1%1%2%18%6%1%

3*21-47500 - 4,999    (2750.0)
1%*%1%*%-%2%*%

5,000 - 49
-------,999          (27500.0)
-%-%-%-%-%-%-%

50,000 -
---1--1499,999      (275000.0)
-%-%-%*%-%-%*%

500,000 - 4
-------,999,999    (2750000.0)
-%-%-%-%-%-%-%

-------5m +        (5500000.0)
-%-%-%-%-%-%-%

Don't send
parcels /

192241212190-22836packets
48%60%53%49%-%9%53%

abd

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

4240364748316525+
10%10%9%12%59%34%10%

2111591891977224755Answered
69.4340.3268.361802.26101.63111.98514.72Mean

Columns Tested: a,b - a,b,c,d
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QV2b. And on average, how many parcels and packets does your organisation send per month? Again please think ONLY about the packets and parcels you may send as an organisation.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
491105100107336052745948457842803Unweighted total
64635353932671051265544878544755Weighted total

354202121144248792833444025415Yes
55%56%59%53%44%63%46%63%50%76%50%47%57%55%

bcegijklm

No - we do despatch
products to customers
but not using parcel

6122---3*1-*211/packet post
1%3%4%5%-%-%-%2%1%3%-%*%4%1%

mm

No - we don't despatch
products to our

28214131618255744269404518325customers
44%41%37%42%56%37%54%35%47%20%46%52%39%43%

dddddfdfkdddfk

4-------1-3-*4Don't know (DO NOT READ)
1%-%-%-%-%-%-%-%2%-%3%-%*%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbag*fed*cbaSignificance Level: 95%
378425235345214956830228219531711350803Unweighted total
3454103969247162883121446139350755Weighted total

16824719251239612661571557619415Yes
49%60%48%27%55%50%55%44%19%73%33%35%82%38%55%

bddddadgadg

No - we do despatch
products to customers
but not using parcel

831*1*9323*21-11/packet post
2%1%3%6%7%1%1%1%8%1%*%14%1%-%1%

aaab

No - we don't despatch
products to our

16915619431230615622543071531325customers
49%38%48%67%36%48%43%54%73%25%64%51%16%62%43%

aabcebebebe

*4*-*-43--1-*-4Don't know (DO NOT READ)
*%1%*%-%2%-%1%1%-%-%3%-%*%-%1%

e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
1455310711115730732239289322481335354306803Unweighted total
*1540629814636823641810123651982846358755Weighted total

*11194138821991781964117823751923189415Yes
100%71%48%67%39%56%54%75%47%40%75%46%67%69%50%53%55%

aceaceccabaab

No - we do despatch
products to customers
but not using parcel

-**132328129**1411/packet post
-%1%1%1%4%2%1%1%2%1%1%2%5%*%3%1%1%

No - we don't despatch
products to our

-4212056611625721059572692821165325customers
-%28%51%32%57%41%44%24%50%58%24%52%28%30%47%46%43%

dfabdfdfccbc

-----13*4-*4----4Don't know (DO NOT READ)
-%-%-%-%-%1%1%*%1%-%*%1%-%-%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
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Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
2126851314865410070232335277609803Unweighted total
182624741416139765725315158590755Weighted total

171912051232919132325304052268415Yes
93%73%43%87%47%93%49%97%98%79%90%45%55%

aaaacacaa

No - we do despatch
products to customers
but not using parcel

*56110*10*-*-1011/packet post
3%2%1%*%2%*%2%2%-%1%-%2%1%

No - we don't despatch
products to our

166258183086319*1116308325customers
5%25%55%13%50%6%49%1%2%21%10%52%43%

bbbdebcde

--4-4-4----44Don't know (DO NOT READ)
-%-%1%-%1%-%1%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12976835335220428578280309667758601742266167364803Unweighted total

8871033632511415509268257628703531684254147341755Weighted total

56377198--41527225714637936927735416078170415Yes
64%53%59%-%-%100%54%96%57%60%52%52%52%63%53%50%55%

bcabcdegabcgab

No - we do despatch
products to customers
but not using parcel

3103-11-91671061013611/packet post
4%1%1%-%100%-%2%*%2%1%1%1%1%*%2%2%1%

a

No - we don't despatch
products to our

28318130325--22391052393202443179264166325customers
32%45%39%100%-%-%44%3%41%38%45%46%46%36%43%49%43%

cadfffdfdfdfc

-44---4--343413-4Don't know (DO NOT READ)
-%1%1%-%-%-%1%-%-%*%1%1%1%1%2%-%1%

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

Ofcom; Business Postal Tracker
Table 16  (continuation)                                                                                                                                                                        Page 177

QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
103550148146786478-7927257957267916642286550625803Unweighted total
105501146129740462-7476717446597416212582496570755Weighted total

5025810777410261-4113824133604103321149251300415Yes
48%52%73%60%55%57%-%55%57%55%55%55%53%43%60%51%53%55%

bc

No - we do despatch
products to customers
but not using parcel

1544106-1191010109-18811/packet post
1%1%3%3%1%1%-%1%1%1%2%1%1%-%2%2%1%1%

No - we don't despatch
products to our

542363648316193-3212793172853172761432236257325customers
51%47%24%37%43%42%-%43%42%43%43%43%44%57%39%47%45%43%

aa

-1--41-414444--144Don't know (DO NOT READ)
-%*%-%-%1%*%-%1%*%1%1%1%1%-%-%*%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All who send parcels and packets

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
21051594187446004475927552860383111803Unweighted total
20254555180435534271427947755476118755Weighted total

140513019622307303851582562725287415Yes
69%95%54%53%51%55%71%54%57%54%49%68%74%55%

bacc

No - we do despatch
products to customers
but not using parcel

5-74*8110478-311/packet post
3%-%1%2%1%1%2%1%1%1%1%-%2%1%

No - we don't despatch
products to our

5832448121235113141122132692529325customers
28%5%44%45%48%43%27%44%40%45%49%32%24%43%

abab

--4--3-44*4--4Don't know (DO NOT READ)
-%-%1%-%-%1%-%1%2%*%1%-%-%1%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV2c.  You mentioned that your business sends parcels and packets.  Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
2261951911915230803Unweighted total
2111591891977224755Weighted total

113941051035170415Yes
53%59%56%52%77%76%55%

No - we do despatch
products to customers
but not using parcel

1*45-511/packet post
1%*%2%3%-%2%1%

c

No - we don't despatch
products to our

96627988249325customers
45%39%42%45%23%22%43%

13-*--4Don't know (DO NOT READ)
1%2%-%*%-%-%1%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ih*gfed*cb*aSignificance Level: 95%
261565754163624413035213622428Unweighted total
354202121144248792833444025415Weighted total

29333*25813225380-24%
8%14%15%13%1%5%10%11%5%9%6%5%18%9%

91*--12-*-5--1025-49%
2%7%2%-%-%3%5%-%1%-%11%-%-%3%

2411111*3337322650-74%
7%4%4%3%10%3%1%4%10%9%17%7%7%6%

29015161713364167242729351933975-100%
82%75%79%84%89%85%84%85%84%82%67%88%75%82%

Don't know/can't
2----2-------2remember
*%-%-%-%-%4%-%-%-%-%-%-%-%*%

m

352202121144148792833444025413Answered
85.3579.0981.8684.1593.3588.8083.0987.0288.3286.7377.5487.7278.9584.81Mean

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
Base: All who send parcels and packets to fulfill customer orders
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
1842441129277631612071652168318428Unweighted total
16824719251239612661571557619415Weighted total

14242*123517-122132380-24%
8%10%13%12%10%14%9%13%-%8%16%27%4%12%9%

b

47*--*102-5--121025-49%
2%3%1%-%-%1%3%2%-%3%-%-%1%13%3%

10162-12241026*-622650-74%
6%7%11%-%10%13%6%8%40%4%2%-%7%9%6%

14019914149325954135133671333975-100%
84%80%75%88%80%72%82%76%60%86%83%73%88%66%82%

bgg

Don't know/can't
-2----22------2remember
-%1%-%-%-%-%*%1%-%-%-%-%-%-%*%

16824519251239412461571557619413Answered
85.7484.1879.7980.8082.5578.5485.0580.3178.7986.7585.2374.8891.3371.1584.81Mean

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

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dc*baSignificance Level: 95%
1242660519015821118631211217193329157428Unweighted total
*11194138821991781964117823751923189415Weighted total

-142213157264731*1318380-24%
-%6%20%4%6%16%8%4%13%10%4%13%7%5%11%10%9%

adcb

---3*4337-37---71025-49%
-%-%-%7%1%5%1%2%4%-%2%3%-%-%-%4%3%

a

-231161416551610*3*102650-74%
-%18%15%1%2%7%7%9%3%12%9%4%7%16%2%5%6%

bba

*813363559166152157301521874152015233975-100%
100%76%65%88%91%72%83%85%80%73%85%79%87%79%87%81%82%

bbb

Don't know/can't
------2--2-2---22remember
-%-%-%-%-%-%1%-%-%4%-%1%-%-%-%1%*%

bc

*11194138821981781963917823551923187413Answered
100.0083.7473.7989.0990.9676.8485.9188.6681.7582.6788.6681.9085.8785.7988.3483.9684.81Mean

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

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

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
171852251213068634129304164264428Unweighted total
171912051232919132325304052268415Weighted total

-1424434137***433380-24%
-%7%12%3%12%1%11%1%*%*%8%12%9%

bbcd

-37*10*10---191025-49%
-%2%4%*%3%1%3%-%-%-%2%3%3%

11412521522*-35182650-74%
3%7%6%4%7%5%7%*%-%7%10%7%6%

16161160113224842532430374220533975-100%
97%84%78%92%77%93%78%99%100%93%80%77%82%

aaaba

Don't know/can't
--2-2-2----22remember
-%-%1%-%1%-%1%-%-%-%-%1%*%

171912041232899132125304052266413Answered
96.8086.5482.1092.4581.4994.0182.1596.5696.8995.3583.4981.0584.81Mean

aaabab

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cba*c*bagfedcbacbaSignificance Level: 95%
80400203--42830126816839139030537816392170428Unweighted total
56377198--41527225714637936927735416078170415Weighted total

53615--38271518283629339722380-24%
9%10%8%-%-%9%10%6%12%7%10%11%9%6%9%13%9%

ffc

387--1085710109104341025-49%
6%2%3%-%-%3%3%2%5%3%3%3%3%2%4%2%3%

52614--261719122425232555162650-74%
9%7%7%-%-%6%6%7%8%6%7%8%7%3%7%10%6%

c

43306163--3392192191083152972162851426312633975-100%
76%81%82%-%-%82%80%85%74%83%80%78%80%89%81%74%82%

beea

Don't know/can't
-2---22-222-2--22remember
-%*%-%-%-%*%1%-%1%*%*%-%*%-%-%1%*%

56376198--41327125714537836727735216078168413Answered
80.4584.4285.79--84.8183.7387.7779.0686.2683.8482.2084.0289.5382.7580.5784.81Mean

beeab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
5626810493421262-4243994253864223451149275318428Unweighted total
5025810777410261-4113824133604103321149251300415Weighted total

3314113728-383738323734-32329380-24%
6%12%4%14%9%11%-%9%10%9%9%9%10%-%7%9%10%9%

a

28-1104-10810101010*-771025-49%
5%3%-%1%3%2%-%3%2%3%3%3%3%4%-%3%2%3%

a

319472618-2626262326212*18262650-74%
7%7%4%9%6%7%-%6%7%6%6%6%6%16%1%7%9%6%

411999858334209-33530933729233426594520223733975-100%
82%77%92%76%82%80%-%82%81%82%81%82%80%80%92%80%79%82%

bc

Don't know/can't
-2--22-222222--222remember
-%1%-%-%*%1%-%*%*%*%*%*%*%-%-%1%1%*%

5025710777408260-4093804113584083301149250299413Answered
85.3981.7092.0479.4084.8083.44-84.7084.3384.7384.5984.7583.3481.2191.3983.7683.7884.81Mean

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

Ofcom; Business Postal Tracker
Table 17  (continuation)                                                                                                                                                                        Page 186

Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*bababacbaSignificance Level: 95%
1384630610425313313971522762796185428Unweighted total
140513019622307303851582562725287415Weighted total

953172343359293422380-24%
6%10%10%7%9%11%10%9%5%11%12%4%2%9%

ba

3-82*628*109**1025-49%
2%-%3%2%2%2%7%2%*%4%3%1%1%3%

b

95169-21-2672022142650-74%
7%9%5%10%-%7%-%7%4%8%8%2%4%6%

11941244772024425314141198205488133975-100%
85%81%81%81%89%79%83%82%89%77%75%94%93%82%

acc

Don't know/can't
--2--2-22-2--2remember
-%-%1%-%-%1%-%*%1%-%1%-%-%*%

140512999622305303831572562705287413Answered
88.1882.7484.0185.0189.0482.8884.8784.8190.3281.4580.7192.1492.6884.81Mean

acc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
1251011021004160428Unweighted total
113941051035170415Weighted total

105149-13380-24%
9%5%14%8%-%8%9%

c

51-5-31025-49%
4%1%-%4%-%2%3%

bb

31049-132650-74%
3%10%4%9%-%8%6%

d

93788781514133975-100%
83%83%83%78%100%83%82%

Don't know/can't
2-----2remember
1%-%-%-%-%-%*%

111941051035170413Answered
84.7787.8083.7783.2197.5485.5784.81Mean

Columns Tested: a,b - a,b,c,d
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Parcels and packets for order fulfilment (WRITE IN:) (QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders)
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k

GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

11906359759211719325811174134134751387Royal Mail
87%90%83%92%88%85%85%92%89%85%84%86%86%87%

kbcdghkmk

27911710142536552115543524307DHL
20%15%11%12%13%18%16%20%17%17%34%23%28%19%

jkjkjkdefghijijkl

klm

2755108153134521923354720298UPS
20%7%14%10%14%22%15%18%15%26%22%30%23%19%

jllljlljllegijkljljlefgijklm

250131411122039472721363315288Parcelforce
18%19%19%14%11%15%17%17%21%24%22%21%17%18%

iji

243101211143341402612252228276TNT
18%14%17%13%13%24%18%14%21%14%16%14%32%17%

bfjlbcdfgij

klm

13136779132799281513147FedEx
10%4%9%9%7%7%6%10%8%10%17%10%15%9%

lllllleghijlmgl

10187471426111212-137120Yodel
7%11%10%5%6%10%11%4%10%14%-%8%7%8%

ccfjcfjccfcfjccfjmcc

102143891230877912110Hermes
7%2%6%3%8%7%5%11%6%8%5%6%14%7%

jlllljlllbgjklm

926441261912576168106DPD
7%9%5%5%11%5%8%4%4%8%3%10%9%7%

fjj

8415357151846319793City Link Post
6%2%7%4%5%5%7%6%3%6%2%12%8%6%

lllllcejlml

65121387157657869UK Mail
5%1%3%1%2%6%3%5%5%7%3%5%9%4%

jljljljljljlijkl

Interlink / Interlink
36-1-3431041-5637Express / Direct

3%-%1%-%2%3%1%4%3%1%-%3%7%2%

jljljljljljlcgjklm

18-1132561**2*20APC
1%-%1%1%3%1%2%2%1%*%*%1%*%1%

lll

152*1-13524*--18DX
1%3%*%1%-%1%1%2%1%5%*%-%-%1%

bikm

15*-123-311-3216TNT Express
1%1%-%2%2%2%-%1%1%2%-%2%2%1%
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

k
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

9-11--*53--1-11Tuffnels
1%-%1%2%-%-%*%2%2%-%-%1%-%1%

l

9-*-12-21*--29Parcels to go
1%-%1%-%1%1%-%1%1%*%-%-%2%1%

j

7**----2-12-18Collect Plus
1%1%1%-%-%-%-%1%-%1%1%-%1%1%

6-**--3---**37Interparcel
*%-%1%*%-%-%1%-%-%-%*%*%4%*%

befhjlm

4-*1----*--4-6TNT Post UK
*%-%1%2%-%-%-%-%*%-%-%2%-%*%

mlm

5-*-----11--36Freight - Better / Night
*%-%*%-%-%-%-%-%1%1%-%-%3%*%

bfhjklm

6----2-21----6Business Post
*%-%-%-%-%1%-%1%1%-%-%-%-%*%

3-1---3---*--4Pitney Bowes
*%-%1%-%-%-%1%-%-%-%*%-%-%*%

4---1--2-----4Lynx
*%-%-%-%1%-%-%1%-%-%-%-%-%*%

3*----3------3Securicor
*%1%-%-%-%-%1%-%-%-%-%-%-%*%

-3-----------3Fastway Couriers
-%4%-%-%-%-%-%-%-%-%-%-%-%*%

befghijk

m

2----------2-2One Post
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

m

---1---------1AJG Parcels
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Local Courier
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*DHS
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

*---------*--*Neo Post
*%-%-%-%-%-%-%-%-%-%*%-%-%*%

*----*-------*Parcel Line
*%-%-%-%-%*%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

---*---------*Legal Post
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*3-1-----5-*9None
*%*%4%-%1%-%-%-%-%-%3%-%*%1%

befghjlmbfjlm

3-***2-----2-4Don't know
*%-%1%1%*%1%-%-%-%-%-%1%-%*%

11195687182111415189130Other answers
8%12%7%7%8%5%8%7%9%5%9%11%10%8%

dh

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

6717165371135133460274321122191101081387Royal Mail
87%87%84%78%78%87%87%91%89%86%86%86%78%88%87%

ccbebbb

132175143562931401864209376307DHL
17%21%22%31%35%16%19%21%22%17%14%42%26%5%19%

bbababeaaaaade

126171122462851149811584114298UPS
16%21%19%26%28%15%19%17%11%22%10%35%29%11%19%

babadfadfg

1341541113627710411842222921288Parcelforce
17%19%17%16%23%15%18%16%14%23%15%10%21%17%18%

g

1221541524926097186930*3614276TNT
16%19%24%25%27%23%17%15%22%19%21%2%25%11%17%

aaaaaag

668292251395515396*233147FedEx
9%10%14%19%14%12%9%8%18%10%4%2%16%2%9%

aaaadgadadg

66547*241133433815-169120Yodel
9%7%11%4%16%10%7%5%4%10%11%-%11%7%8%

aadggg

45653*1210736528104198110Hermes
6%8%5%6%6%4%7%5%6%7%7%18%13%7%7%

eg

485861141005331762175106DPD
6%7%9%7%7%10%7%8%4%5%4%9%12%4%7%

eadef

4449411289333249*9693City Link Post
6%6%6%7%7%5%6%5%3%6%6%2%6%5%6%

30394*1265192224110769UK Mail
4%5%6%4%6%6%4%3%3%6%3%6%7%6%4%

gg

Interlink / Interlink
20171*-13610-121-10437Express / Direct

3%2%1%2%-%2%2%1%-%3%1%-%7%3%2%

dfg

1181**1196-7--2220APC
1%1%2%2%1%2%1%1%-%2%-%-%1%1%1%

7111--117141---1-18DX
1%1%1%-%-%2%1%2%1%-%-%-%1%-%1%

e

6101-**164-8*12-16TNT Express
1%1%1%-%3%1%1%1%-%2%*%6%1%-%1%

g
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

65*--*111-5--5*11Tuffnels
1%1%*%-%-%1%1%*%-%1%-%-%3%*%1%

gdg

63*--*9*-32-3*9Parcels to go
1%*%*%-%-%*%1%*%-%1%2%-%2%*%1%

ggg

*8----84-5----8Collect Plus
*%1%-%-%-%-%1%1%-%1%-%-%-%-%1%

b

61*-**63*1--2-7Interparcel
1%*%1%-%1%1%*%*%*%*%-%-%1%-%*%

a

33***-6*-1*13-6TNT Post UK
*%*%1%2%1%-%*%*%-%*%*%6%2%-%*%

bg

33*--*54--*---6Freight - Better / Night
*%*%*%-%-%*%*%1%-%-%*%-%-%-%*%

42*--*53----2-6Business Post
*%*%*%-%-%*%*%*%-%-%-%-%2%-%*%

e

3**--*3---4---4Pitney Bowes
*%*%1%-%-%1%*%-%-%-%3%-%-%-%*%

abeg

4-----4-2----14Lynx
*%-%-%-%-%-%*%-%3%-%-%-%-%1%*%

abdegg

3*----3--*---33Securicor
*%*%-%-%-%-%*%-%-%*%-%-%-%2%*%

eg

21*--*31-1--1*3Fastway Couriers
*%*%*%-%-%1%*%*%-%*%-%-%1%*%*%

g

-2----2-----2-2One Post
-%*%-%-%-%-%*%-%-%-%-%-%1%-%*%

eg

1**--*11--*---1AJG Parcels
*%*%*%-%-%*%*%*%-%-%*%-%-%-%*%

*-----*--*----*Local Courier
*%-%-%-%-%-%*%-%-%*%-%-%-%-%*%

*-----*---*---*DHS
*%-%-%-%-%-%*%-%-%-%*%-%-%-%*%

-**--*----*---*Neo Post
-%*%1%-%-%1%-%-%-%-%*%-%-%-%*%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

-**--*----*---*Parcel Line
-%*%*%-%-%*%-%-%-%-%*%-%-%-%*%

a

*-*--*-*------*Legal Post
*%-%*%-%-%*%-%*%-%-%-%-%-%-%*%

a

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

18*--*94-1*-**9None
*%1%*%-%-%1%1%1%-%*%*%-%*%*%1%

b

14*--*41-22-*-4Don't know
*%*%*%-%-%1%*%*%-%*%1%-%*%-%*%

6169511312545126233219130Other answers
8%8%8%8%8%8%8%7%1%7%16%14%15%8%8%

ffaefgefgf
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3175910413722882325368445025311341457676731387Royal Mail
94%75%96%83%87%88%88%82%88%89%82%88%91%80%90%89%87%

abcdffffccbc

-21720276516776160717623151314138307DHL
-%9%28%16%17%25%18%25%21%14%25%18%31%18%18%18%19%

adfacdfaaaa

*7121225551778711892872103109149298UPS
6%30%20%10%16%21%19%28%15%18%28%16%19%14%12%20%19%

acddddaba

-681828471668212482822063119150288Parcelforce
-%24%13%14%18%18%18%27%16%16%27%16%20%15%12%20%18%

aba

*6725344815373128757320351311150276TNT
6%27%12%20%21%18%16%24%17%15%24%16%33%18%15%20%17%

aeabaabc

*4310232283507522509714282147FedEx
6%16%6%8%15%8%9%16%10%4%16%8%7%5%3%11%9%

abeabaab

-4415102261445027447724658120Yodel
-%18%7%12%7%8%6%14%6%5%14%6%14%5%8%8%8%

abceaaba

-37111419524447194466-4*61110Hermes
-%15%11%9%9%7%6%14%6%4%14%5%-%5%*%8%7%

aababd

-1612171057354426357112546106DPD
-%4%10%9%11%4%6%11%6%5%11%6%6%3%6%6%7%

bbababa

*12611136023373323702264993City Link Post
6%2%3%5%7%5%6%7%5%6%7%5%13%2%9%6%6%

c

-11551342202524204911142869UK Mail
-%4%1%4%3%5%5%6%3%5%6%4%4%16%6%4%4%

baabd

Interlink / Interlink
--*297191118811262112137Express / Direct
-%-%*%1%5%3%2%4%2%2%4%2%13%2%2%3%2%

adabc

-*-*2512164*164*1-420APC
-%1%-%*%1%2%1%5%*%*%5%*%1%2%-%1%1%

aba

-1841221161117-**618DX
-%5%12%3%1%1%*%4%1%*%4%1%-%*%1%1%1%

ababcdababa

--2114893497*--1016TNT Express
-%-%3%1%*%2%1%3%*%1%3%1%2%-%-%1%1%

aba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

---**2946147---711Tuffnels
-%-%-%*%*%1%1%1%1%*%1%1%-%-%-%1%1%

a

---*--727-27---69Parcels to go
-%-%-%*%-%-%1%1%1%-%1%1%-%-%-%1%1%

a

--4--238*-8*-*-48Collect Plus
-%-%6%-%-%1%*%3%*%-%3%*%-%1%-%*%1%

abcdaba

---3-*332233---47Interparcel
-%-%-%2%-%*%*%1%*%*%1%*%-%-%-%*%*%

abca

--*-*1522224*--56TNT Post UK
-%-%*%-%*%*%1%1%*%*%1%*%2%-%-%1%*%

------6-33-6---16Freight - Better / Night
-%-%-%-%-%-%1%-%*%1%-%*%-%-%-%*%*%

-----2433-33-*-26Business Post
-%-%-%-%-%1%*%1%*%-%1%*%-%*%-%*%*%

aa

--*3**-*4-*4--134Pitney Bowes
-%-%1%2%*%*%-%*%*%-%*%*%-%-%1%*%*%

aabc

-----4--4--4---24Lynx
-%-%-%-%-%1%-%-%*%-%-%*%-%-%-%*%*%

a

------3-3*-3---33Securicor
-%-%-%-%-%-%*%-%*%*%-%*%-%-%-%*%*%

-*-1*1111*12***13Fastway Couriers
-%*%-%*%*%*%*%*%*%*%*%*%1%1%*%*%*%

------2--2-22---2One Post
-%-%-%-%-%-%*%-%-%*%-%*%11%-%-%-%*%

abc

---*--1-1*-1----1AJG Parcels
-%-%-%*%-%-%*%-%*%*%-%*%-%-%-%-%*%

------*-*--*----*Local Courier
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%-%*%

----*----*-*---**DHS
-%-%-%-%*%-%-%-%-%*%-%*%-%-%-%*%*%

-----*--*--*----*Neo Post
-%-%-%-%-%*%-%-%*%-%-%*%-%-%-%-%*%

---*----*--*-*--*Parcel Line
-%-%-%*%-%-%-%-%*%-%-%*%-%*%-%-%*%

-*-----*--*-----*Legal Post
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

*%          -%       -%         -%         -%         -%         *%         -%     -%         *%         -%         -%         -%      -%      -%        1%     -%
a

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---3**631536---89None
-%-%-%2%*%*%1%1%*%1%1%*%-%-%-%1%1%

b

---*--4-41-4---34Don't know
-%-%-%*%-%-%*%-%*%*%-%*%-%-%-%*%*%

-24102318713474233496*8853130Other answers
-%7%7%8%15%7%8%11%10%4%11%7%2%11%11%7%8%

abdaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

1323711351161270761309202535475171387Royal Mail
53%83%89%76%88%70%88%80%81%69%81%87%87%

bbbc

7812194026730277116127155307DHL
29%28%17%26%19%27%19%43%20%24%12%26%19%

aaaabb

11101185672315124717102516107298UPS
45%35%14%44%16%47%17%66%33%49%28%18%19%

aaaabdaaba

1099179492393425410111019137288Parcelforce
42%35%14%32%17%32%17%38%37%20%32%23%18%

aaa

6751934123329245871312106276TNT
22%26%15%27%16%26%17%30%23%25%20%18%17%

aaa

46480391083111610513871147FedEx
14%22%6%26%8%28%8%39%17%26%14%12%9%

aaaaba

6407431902496595751120Yodel
24%14%6%20%6%22%6%19%30%9%12%9%8%

aaaaabc

4564927821495596755110Hermes
14%20%4%18%6%12%6%20%31%11%12%9%7%

aaaabc

12776188615902510337106DPD
5%9%6%12%6%14%6%7%17%19%6%6%7%

aaaaab

427621776157823534393City Link Post
17%9%5%11%5%14%5%7%8%10%4%7%6%

aaa

225421654125715323069UK Mail
7%9%3%10%4%11%4%3%18%6%3%5%4%

aaaab

Interlink / Interlink
-18199288292-4-2237Express / Direct
-%6%1%6%2%8%2%10%-%8%-%4%2%

aaabb

21811731462155620APC
7%6%*%11%*%13%*%7%5%10%9%1%1%

aaaaaa

-8103152161*36618DX
-%3%1%2%1%2%1%5%1%5%10%1%1%

aaaa

269610610-*33816TNT Express
7%2%1%4%1%5%1%-%1%7%5%1%1%

aaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-4747210-1*2411Tuffnels
-%1%1%3%*%1%1%-%4%*%4%1%1%

aaa

36*72552--269Parcels to go
12%2%*%5%*%4%*%7%-%-%3%1%1%

aaaa

-2717-8-1-328Collect Plus
-%1%1%1%*%-%1%-%4%-%5%*%1%

aa

2325252-31-27Interparcel
8%1%*%3%*%4%*%-%8%1%-%*%*%

aaaab

-241515----56TNT Post UK
-%1%*%1%*%1%*%-%-%-%-%1%*%

-2424-6----36Freight - Better / Night
-%1%*%1%*%-%*%-%-%-%-%*%*%

-6-5*24----66Business Post
-%2%-%4%*%2%*%-%-%-%-%1%*%

aaa

13*4*4*----14Pitney Bowes
3%1%*%3%*%4%*%-%-%-%-%*%*%

aaa

--4-4-4----24Lynx
-%-%*%-%*%-%*%-%-%-%-%*%*%

-3*-3-3----33Securicor
-%1%*%-%*%-%*%-%-%-%-%*%*%

a

*1212*2--*-13Fastway Couriers
2%*%*%*%*%*%*%-%-%1%-%*%*%

--2-2-2-----2One Post
-%-%*%-%*%-%*%-%-%-%-%-%*%

--1-1-1----*1AJG Parcels
-%-%*%-%*%-%*%-%-%-%-%*%*%

--*-*-*----**Local Courier
-%-%*%-%*%-%*%-%-%-%-%*%*%

--*-*-*----**DHS
-%-%*%-%*%-%*%-%-%-%-%*%*%

*--*-*-----**Neo Post
1%-%-%*%-%*%-%-%-%-%-%*%*%

a

--*-*-*----**Parcel Line
-%-%*%-%*%-%*%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

--9-9-9---*39None
-%-%1%-%1%-%1%-%-%-%1%*%1%

--4-4-4---*34Don't know
-%-%*%-%*%-%*%-%-%-%1%1%*%

55273369425105**9768130Other answers
19%18%6%24%7%23%7%2%1%18%12%12%8%

aaade

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

93132440528810342934234418546132781913043942217561387Royal Mail
80%88%85%88%90%82%87%82%91%86%87%89%87%87%85%88%87%

cafacdfgfff

382901279848820463751452891782866942192307DHL
33%19%27%30%41%21%19%22%16%23%19%19%19%15%16%22%19%

bbaecegbc

3127412551311921091731562761642719037168298UPS
27%18%26%16%29%29%19%32%16%25%18%18%18%20%14%20%19%

bbcabcdegabcegb

3926310171111419283721632661772588247155288Parcelforce
34%17%21%22%5%28%18%29%16%26%18%19%17%18%18%18%18%

ababcegabceg

36255924949220874821212571462509140143276TNT
31%17%19%15%36%22%19%26%18%19%17%16%17%20%15%17%17%

abcbabcdeg

20130822737710454379713290128442578147FedEx
18%9%17%8%26%19%10%19%8%15%9%10%9%10%10%9%9%

bbcabcegabceg

131134821*548239296311164107383152120Yodel
12%8%10%6%2%13%8%14%6%10%7%7%7%8%12%6%8%

cabcegabcea

181035433247664328741007196433332110Hermes
16%7%11%10%23%11%6%15%6%12%7%8%6%9%13%4%7%

bbabcegabcegaa

16994417-3977292852995996371751106DPD
14%7%9%5%-%9%7%10%6%8%7%6%6%8%7%6%7%

bbcabce

6903530*257317323990509023244493City Link Post
5%6%7%9%2%6%7%6%7%6%6%5%6%5%9%5%6%

ac

9642314*28632714356128602094069UK Mail
8%4%5%4%2%7%6%10%3%5%4%3%4%4%3%5%4%

babceabcdegb

Interlink / Interlink
236139*1919106273727341281737Express / Direct
2%2%3%3%3%5%2%4%1%4%2%3%2%3%3%2%2%

egaceg

*20121-181613719201119107420APC
*%1%3%*%-%4%2%5%2%3%1%1%1%2%3%*%1%

cabcegabcgaa

51887-91751016181718161218DX
4%1%2%2%-%2%2%2%2%2%1%2%1%3%*%*%1%

bacab

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

21472-1214910131491253816TNT Express
2%1%1%1%-%3%1%3%2%2%1%1%1%1%1%1%1%

cabcgabcac

*103--897381051031511Tuffnels
*%1%1%-%-%2%1%2%1%1%1%*%1%1%*%1%1%

cabceg

2582-755286655329Parcels to go
1%*%2%1%-%2%*%2%*%1%*%1%*%1%1%*%1%

bbacegac

2832-444658882228Collect Plus
1%1%1%1%-%1%*%1%1%1%1%1%1%*%1%*%1%

gg

473*-565*57373*37Interparcel
4%*%1%*%-%1%1%2%*%1%*%*%*%1%*%*%*%

ababce

-633*241246363-36TNT Post UK
-%*%1%1%1%1%*%*%*%1%*%*%*%1%-%*%*%

-61--343316361-46Freight - Better / Night
-%*%*%-%-%1%*%1%1%*%*%*%*%*%-%1%*%

1431-444254*4--66Business Post
1%*%1%*%-%1%*%1%*%1%*%*%*%-%-%1%*%

abcgb

-4**-1111*434*-34Pitney Bowes
-%*%*%*%-%*%*%*%*%*%*%*%*%*%-%*%*%

-412--4--2444-214Lynx
-%*%*%1%-%-%*%-%-%*%*%*%*%-%1%*%*%

ac

33-3--33-3333--33Securicor
2%*%-%1%-%-%*%1%-%*%*%*%*%-%-%*%*%

abace

131*-22212323**23Fastway Couriers
1%*%*%*%-%*%*%1%*%*%*%*%*%*%*%*%*%

b

-2----2---2-2--22One Post
-%*%-%-%-%-%*%-%-%-%*%-%*%-%-%*%*%

-1**--1-**111--11AJG Parcels
-%*%*%*%-%-%*%-%*%*%*%*%*%-%-%*%*%

-*-*--*---*-**--*Local Courier
-%*%-%*%-%-%*%-%-%-%*%-%*%*%-%-%*%

-***--*-*-****--*DHS
-%*%*%*%-%-%*%-%*%-%*%*%*%*%-%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-*-*--*--**-**--*Neo Post
-%*%-%*%-%-%*%-%-%*%*%-%*%*%-%-%*%

-**--**--**-**--*Parcel Line
-%*%*%-%-%*%*%-%-%*%*%-%*%*%-%-%*%

-*-*--*--*****--*Legal Post
-%*%-%*%-%-%*%-%-%*%*%*%*%*%-%-%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*823--4-129294329None
*%1%*%1%-%-%*%-%*%*%1%*%1%1%1%*%1%

a

-4-4--3-2*4242214Don't know
-%*%-%1%-%-%*%-%*%*%*%*%*%*%1%*%*%

aa

17128512615610248327212789126302575130Other answers
15%8%11%8%13%14%9%17%7%11%8%10%8%6%9%9%8%

bcabcdegace

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

18110361651601364718-1359105513651160136212104012088110651387Royal Mail
89%87%84%86%87%88%-%87%87%87%87%87%88%92%87%89%89%87%

442303351303174-3032513022583002591423188232307DHL
22%19%17%27%19%21%-%19%21%19%19%19%19%32%17%19%19%19%

bac

432153946293189-293254297258294231939181216298UPS
21%18%20%25%19%23%-%19%21%19%19%19%17%21%28%18%18%19%

bbc

401994935282171-288250283234282247820180202288Parcelforce
20%17%25%19%18%21%-%18%21%18%17%18%18%19%14%18%17%18%

bb

321935047266158-2742152722422712281326181198276TNT
16%16%26%25%17%19%-%18%18%17%18%17%17%30%19%18%16%17%

bcabc

15101314014695-14613014212014112361681100147FedEx
8%8%16%21%9%12%-%9%11%9%9%9%9%14%12%8%8%9%

bcab

1184252811967-118103117106117946127588120Yodel
6%7%13%15%8%8%-%8%8%7%8%7%7%13%9%8%7%8%

bcab

2062292410555-1089310889107862186778110Hermes
10%5%15%13%7%7%-%7%8%7%7%7%6%5%13%7%7%7%

bbabc

1070271710365-101931038810394376281106DPD
5%6%14%9%7%8%-%6%8%7%7%7%7%8%5%6%7%7%

bc

156711129355-938787778773410516793City Link Post
7%6%6%6%6%7%-%6%7%6%6%6%5%9%8%5%6%6%

13479116747-69646957695638454769UK Mail
7%4%4%6%4%6%-%4%5%4%4%4%4%7%6%5%4%4%

Interlink / Interlink
425833621-373237293731-3232737Express / Direct
2%2%4%2%2%3%-%2%3%2%2%2%2%-%2%2%2%2%

191042012-201920172015-314820APC
*%1%5%2%1%2%-%1%2%1%1%1%1%-%2%1%1%1%

bc

*17151812-181818181816-2141718DX
*%1%1%3%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

113241610-161516111614-*61016TNT Express
1%1%1%2%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

56*-118-11111110119-27911Tuffnels
2%1%*%-%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

325192-998586--359Parcels to go
1%*%2%1%1%*%-%1%1%*%*%*%*%-%-%*%*%1%

bb

224264-878885-4888Collect Plus
1%*%2%1%*%1%-%1%1%1%1%1%*%-%3%1%1%1%

bbc

-33576-777475--437Interparcel
-%*%1%3%*%1%-%*%1%*%*%*%*%-%-%*%*%*%

bab

15**65-656466--536TNT Post UK
*%*%*%*%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

-6--65-666665-*436Freight - Better / Night
-%*%-%-%*%1%-%*%*%*%*%*%*%-%*%*%*%*%

24-163-656664--246Business Post
1%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-31-44-444443--*34Pitney Bowes
-%*%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-4--44-444444--444Lynx
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

3*-333-33333*-3333Securicor
1%*%-%2%*%*%-%*%*%*%*%*%*%-%2%*%*%*%

babc

11*131-323332-*213Fastway Couriers
*%*%*%1%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

2---2--2-2222--222One Post
1%-%-%-%*%-%-%*%-%*%*%*%*%-%-%*%*%*%

b

-1--1--111111--111AJG Parcels
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

-*--*--******--***Local Courier
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

-*--**-******--***DHS
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--*--*****-----*Neo Post
-%*%-%-%*%-%-%*%*%*%*%*%-%-%-%-%-%*%

-*--**-******--***Parcel Line
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--**-******--***Legal Post
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-81193-979999--469None
-%1%*%1%1%*%-%1%1%1%1%1%1%-%-%*%*%1%

*4*-4--424444--224Don't know
*%*%*%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

2195142713079-130114130124130102*198195130Other answers
11%8%7%15%8%10%-%8%9%8%9%8%7%*%14%8%8%8%

abbc

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

17843112125169106912012675008871185761151387Royal Mail
79%80%88%87%89%88%83%88%85%88%88%88%79%87%

a

60192316911227102961072002452137307DHL
27%35%18%24%14%19%7%20%18%20%18%24%25%19%

bb

81212167112215222761231752332635298UPS
36%39%17%24%15%18%15%19%21%17%17%30%24%19%

bcc

8516218609213242641171722193236288Parcelforce
38%30%17%21%11%18%17%18%20%17%16%37%25%18%

acc

56192224717202242521061702261832276TNT
25%35%17%16%22%17%16%17%18%17%17%21%22%17%

4216109351398214559881031034147FedEx
19%29%9%12%17%8%1%10%10%9%8%11%23%9%

abbc

318922398671135070821424120Yodel
14%15%7%8%11%7%5%8%9%7%6%16%17%8%

cc

4515792647741065258582725110Hermes
20%27%6%9%4%6%3%7%9%6%4%31%17%7%

aacc

151083204916100416579720106DPD
7%19%7%7%5%7%4%7%7%7%6%8%13%7%

bc

227701846988540537071693City Link Post
10%13%6%6%5%6%5%6%7%5%5%8%11%6%

c

198521544946523465341269UK Mail
8%15%4%5%5%4%3%4%4%5%4%5%8%4%

c

Interlink / Interlink
1082611223-3721162421137Express / Direct

5%14%2%4%2%2%-%3%4%2%2%3%7%2%

bac

76108313-205159-1020APC
3%10%1%3%4%1%-%1%1%1%1%-%7%1%

bbabc

52126315*1851211*618DX
2%4%1%2%3%1%*%1%1%1%1%1%4%1%

c

5186-11-168911*516TNT Express
2%1%1%2%-%1%-%1%1%1%1%1%3%1%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

2211-*6*114763211Tuffnels
1%5%1%-%1%*%*%1%1%1%*%3%2%1%

bc

9-6--6-936*369Parcels to go
4%-%*%-%-%*%-%1%1%1%*%4%4%1%

cc

2-8*-6-86244*8Collect Plus
1%-%1%*%-%*%-%1%1%*%*%4%*%1%

aac

5-4**525242*47Interparcel
2%-%*%*%*%*%1%*%*%*%*%*%3%*%

c

*26**5*5332*36TNT Post UK
*%3%*%*%*%*%*%*%1%*%*%1%2%*%

bc

2-6--6-6334-26Freight - Better / Night
1%-%*%-%-%*%-%*%*%*%*%-%1%*%

124112-6-63-26Business Post
1%5%*%*%2%*%-%*%-%1%*%-%2%*%

bac

4-3--3-4*34*-4Pitney Bowes
2%-%*%-%-%*%-%*%*%*%*%1%-%*%

--4--2-4214--4Lynx
-%-%*%-%-%*%-%*%*%*%*%-%-%*%

3-*3-3-3*33--3Securicor
1%-%*%1%-%*%-%*%*%*%*%-%-%*%

b

1-2--1-3-32*-3Fastway Couriers
*%-%*%-%-%*%-%*%-%*%*%1%-%*%

--2--2-2-22--2One Post
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

--1**1-1*11--1AJG Parcels
-%-%*%*%1%*%-%*%*%*%*%-%-%*%

--*--*-**-*--*Local Courier
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

--*--*-*-**--*DHS
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

*------**-*--*Neo Post
*%-%-%-%-%-%-%*%*%-%*%-%-%*%

--*--*-**-*--*Parcel Line
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--45-7-9828-19None
-%-%*%2%-%1%-%1%1%*%1%-%1%1%

ba

--4--4*4224--4Don't know
-%-%*%-%-%*%*%*%*%*%*%-%-%*%

3416972911931311746841031117130Other answers
15%30%8%10%14%8%9%8%8%8%8%13%11%8%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

35234535533671971387Royal Mail
87%86%89%87%100%80%87%

76529090465307DHL
19%13%22%23%60%26%19%

ccc

755070102585298UPS
19%13%17%26%70%35%19%

cbcd

79606980-93288Parcelforce
20%15%17%21%-%38%18%

c

594670100*65276TNT
15%12%17%26%6%27%17%

cbcd

41243845153147FedEx
10%6%9%12%18%21%9%

cc

29391934135120Yodel
7%10%5%9%18%14%8%

bb

32242530450110Hermes
8%6%6%8%57%20%7%

31252327221106DPD
8%6%6%7%34%9%7%

2613272732693City Link Post
6%3%7%7%42%10%6%

ccc

21893122569UK Mail
5%2%2%8%23%10%4%

bcbc

Interlink / Interlink
121051041437Express / Direct

3%2%1%3%57%6%2%

961311120APC
2%2%*%1%18%4%1%

bb

25*112618DX
*%1%*%3%25%2%1%

bbd

5633-616TNT Express
1%1%1%1%-%2%1%

**110-411Tuffnels
*%*%*%3%-%2%1%

bcd

2*42-99Parcels to go
1%*%1%1%-%3%1%
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

c
Columns Tested: a,b - a,b,c,d
Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

21*4-28Collect Plus
1%*%*%1%-%1%1%

*24--57Interparcel
*%*%1%-%-%2%*%

a

1*-5-16TNT Post UK
*%*%-%1%-%*%*%

bc

2--4-26Freight - Better / Night
*%-%-%1%-%1%*%

bc

2--4-46Business Post
*%-%-%1%-%2%*%

bc

-3-1-44Pitney Bowes
-%1%-%*%-%2%*%

1--2--4Lynx
*%-%-%1%-%-%*%

--3--33Securicor
-%-%1%-%-%1%*%

1*1*-13Fastway Couriers
*%*%*%*%-%*%*%

-2----2One Post
-%*%-%-%-%-%*%

-***--1AJG Parcels
-%*%*%*%-%-%*%

---*--*Local Courier
-%-%-%*%-%-%*%

-*----*DHS
-%*%-%-%-%-%*%

---*-**Neo Post
-%-%-%*%-%*%*%

---*--*Parcel Line
-%-%-%*%-%-%*%

-*---**Legal Post
-%*%-%-%-%*%*%

*-----*Priority Express
*%-%-%-%-%-%*%

MHI (Mail Handling
-------International)
-%-%-%-%-%-%-%

-------Eagle Couriers
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

-------First Post
-%-%-%-%-%-%-%

-------Wey Group International
-%-%-%-%-%-%-%

-------ENC
-%-%-%-%-%-%-%

-------Fast Track
-%-%-%-%-%-%-%

-------Euro
-%-%-%-%-%-%-%

-------UK / British Mail
-%-%-%-%-%-%-%

-------Global Mailing
-%-%-%-%-%-%-%

-------Haynes
-%-%-%-%-%-%-%

-------Coopers Carriers
-%-%-%-%-%-%-%

315*--9None
1%*%1%*%-%-%1%

a

-22*--4Don't know
-%1%*%*%-%-%*%

35143844237130Other answers
9%3%9%11%34%15%8%

ccc
Columns Tested: a,b - a,b,c,d
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*hgf*ed*cb*aSignificance Level: 95%
255494851252530392930223718403Unweighted total
347181820273163652628424224403Weighted total

345181819273163652428424224400Royal Mail
99%97%100%95%100%100%100%100%94%100%100%100%100%99%

j

4----*-2-1---4UPS
1%-%-%-%-%1%-%4%-%4%-%-%-%1%

2*----2------3DHL
1%3%-%-%-%-%4%-%-%-%-%-%-%1%

2------2-----2FedEx
1%-%-%-%-%-%-%4%-%-%-%-%-%1%

11----*-1----2DX
*%5%-%-%-%-%*%-%5%-%-%-%-%1%

m

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

mm

-*-----------*UK Mail
-%3%-%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Neo Post
-%-%-%2%-%-%-%-%-%-%-%-%-%*%

m

*-------*--*-*Pitney Bowes
*%-%-%-%-%-%-%-%1%-%-%*%-%*%

*-----------**Local Courier
*%-%-%-%-%-%-%-%-%-%-%-%1%*%

--------------TNT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Hermes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
--------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*hgf*ed*cb*aSignificance Level: 95%
255494851252530392930223718403Unweighted total
347181820273163652628424224403Weighted total

--------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*hgf*ed*cb*aSignificance Level: 95%
255494851252530392930223718403Unweighted total
347181820273163652628424224403Weighted total

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------TNT Post UK
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--*----1----2None
*%-%-%2%-%-%-%-%5%-%-%-%-%*%

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

-*1----------1Other answers
-%3%3%-%-%-%-%-%-%-%-%-%-%*%

mm

337161818273160622327424224389NET: RM Only
97%87%97%93%100%99%96%96%90%96%100%100%99%97%

ll

821*-*2211--*11NET: RM and other
2%10%3%2%-%1%4%4%5%4%-%-%1%3%

bm

NET: Provider other than
1*-*--*-*--*-1RM only
*%3%-%2%-%-%*%-%1%-%-%*%-%*%

mm
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cbaSignificance Level: 95%
244159106162466297151211002244542403Unweighted total
221182163410387149221091653343403Weighted total

22017916349384148211081553243400Royal Mail
100%99%97%100%96%96%99%99%99%100%96%100%98%100%99%

b

21**--4--4----4UPS
1%1%1%6%-%-%1%-%-%3%-%-%-%-%1%

g

3-----3--3----3DHL
1%-%-%-%-%-%1%-%-%3%-%-%-%-%1%

g

2-----2--2----2FedEx
1%-%-%-%-%-%1%-%-%2%-%-%-%-%1%

*2*--*22*-----2DX
*%1%1%-%-%2%1%1%1%-%-%-%-%-%1%

**----1--1----1Parcelforce
*%*%-%-%-%-%*%-%-%1%-%-%-%-%*%

*-----*-----*-*UK Mail
*%-%-%-%-%-%*%-%-%-%-%-%1%-%*%

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%3%-%-%-%*%

-**-**----*-*-*Pitney Bowes
-%*%2%-%4%2%-%-%-%-%1%-%1%-%*%

aa

*-*--*-*------*Local Courier
*%-%1%-%-%2%-%*%-%-%-%-%-%-%*%

a

---------------TNT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Hermes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
---------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cbaSignificance Level: 95%
244159106162466297151211002244542403Unweighted total
221182163410387149221091653343403Weighted total

---------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
Table 19  (continuation)                                                                                                                                                                        Page 217

QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cbaSignificance Level: 95%
244159106162466297151211002244542403Unweighted total
221182163410387149221091653343403Weighted total

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------TNT Post UK
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1----21-*----2None
*%1%-%-%-%-%*%1%-%*%-%-%-%-%*%

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

1-*--*11-*----1Other answers
*%-%1%-%-%1%*%*%-%*%-%-%-%-%*%

21317615249374145211011553243389NET: RM Only
96%97%94%94%96%93%97%97%99%93%96%100%98%100%97%

74**-*103-7----11NET: RM and other
3%2%3%6%-%3%3%2%-%7%-%-%-%-%3%

NET: Provider other than
*11-**1-*-1-1-1RM only
*%1%3%-%4%4%*%-%1%-%4%-%2%-%*%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dc*baSignificance Level: 95%
-172448518217712019390120283143419137403Unweighted total
-420284580224842081118431932614169403Weighted total

-419274579224832061118331732614168400Royal Mail
-%100%99%98%100%99%100%99%99%100%99%99%100%98%100%99%99%

d

--1---312-12--124UPS
-%-%6%-%-%-%1%2%1%-%2%1%-%-%9%1%1%

--*---2*-2*2--*23DHL
-%-%2%-%-%-%1%1%-%2%1%1%-%-%3%1%1%

b

------2-2--2---22FedEx
-%-%-%-%-%-%1%-%1%-%-%1%-%-%-%1%1%

-*11---11-11---*2DX
-%12%3%5%-%-%-%1%1%-%1%*%-%-%-%*%1%

a

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

-----*-*--*--*--*UK Mail
-%-%-%-%-%1%-%1%-%-%1%-%-%2%-%-%*%

---*----*--*----*Neo Post
-%-%-%2%-%-%-%-%*%-%-%*%-%-%-%-%*%

---*-*-**-**----*Pitney Bowes
-%-%-%1%-%*%-%*%*%-%*%*%-%-%-%-%*%

---*---*--*-*---*Local Courier
-%-%-%1%-%-%-%*%-%-%*%-%7%-%-%-%*%

-----------------TNT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Hermes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
-----------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dc*baSignificance Level: 95%
-172448518217712019390120283143419137403Unweighted total
-420284580224842081118431932614169403Weighted total

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dc*baSignificance Level: 95%
-172448518217712019390120283143419137403Unweighted total
-420284580224842081118431932614169403Weighted total

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------TNT Post UK
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------2--2---22None
-%-%-%-%-%-%-%-%1%-%-%1%-%-%-%1%*%

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

---***--1--1-***1Other answers
-%-%-%*%1%1%-%-%1%-%-%*%-%*%3%*%*%

-417254579219802011088030922611162389NET: RM Only
-%88%88%92%99%99%98%95%97%97%95%97%93%98%84%96%97%

-*22**535338**2511NET: RM and other
-%12%11%6%1%1%2%4%2%3%4%2%7%*%16%3%3%

NET: Provider other than
--*1-1-11-11-*-*1RM only
-%-%1%2%-%1%-%1%*%-%1%*%-%2%-%*%*%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
41132865235133370962223166403Unweighted total
11013014236126377531915169403Weighted total

-993014135924375531815167400Royal Mail
-%98%100%97%99%95%99%97%100%97%100%99%99%

bb

-4-12*4-1--24UPS
-%4%-%3%1%1%1%-%47%-%-%1%1%

a

-3--3-3--*--3DHL
-%3%-%-%1%-%1%-%-%3%-%-%1%

a

-2--2-2----22FedEx
-%2%-%-%1%-%1%-%-%-%-%1%1%

a

-2-*211----12DX
-%2%-%1%1%5%*%-%-%-%-%*%1%

aa

-1--1-1--*-*1Parcelforce
-%1%-%-%*%-%*%-%-%3%-%*%*%

*--*-*---*--*UK Mail
37%-%-%1%-%2%-%-%-%3%-%-%*%

aa

*--*-*------*Neo Post
37%-%-%1%-%2%-%-%-%-%-%-%*%

aa

*--*-*-*----*Pitney Bowes
27%-%-%1%-%1%-%3%-%-%-%-%*%

a

-*-*--*----**Local Courier
-%*%-%*%-%-%*%-%-%-%-%*%*%

-------------TNT
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Hermes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
-------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
41132865235133370962223166403Unweighted total
11013014236126377531915169403Weighted total

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
41132865235133370962223166403Unweighted total
11013014236126377531915169403Weighted total

-------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------TNT Post UK
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2----22None
-%2%-%-%*%-%*%-%-%-%-%1%*%

a

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

-1--11*----11Other answers
-%1%-%-%*%4%*%-%-%-%-%1%*%

a

-893013935022367511815162389NET: RM Only
-%88%100%92%97%86%97%97%53%95%100%96%97%

bb

-11-2928-1*-511NET: RM and other
-%10%-%5%2%9%2%-%47%3%-%3%3%

aa

NET: Provider other than
1*-1*1**-*-*1RM only

100%*%-%3%*%5%*%3%-%3%-%*%*%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
443881339731252948513819739326838811386200403Unweighted total
213841319611132837412618538923738710290206403Weighted total

213811309411112827412618238823638610189204400Royal Mail
97%99%99%98%100%99%100%99%100%99%100%99%100%99%100%99%99%

112--4412411113-4UPS
6%*%2%-%-%3%1%2%2%2%*%1%*%1%3%-%1%

baca

-3*--*****333*-23DHL
-%1%*%-%-%*%*%1%*%*%1%1%1%*%-%1%1%

--2--22-22----2-2FedEx
-%-%2%-%-%2%1%-%2%1%-%-%-%-%3%-%1%

babcaca

12*1--2--12222-*2DX
4%1%*%1%-%-%1%-%-%*%1%1%1%2%-%*%1%

ab

-1*--1****1*1*-*1Parcelforce
-%*%*%-%-%1%*%1%*%*%*%*%*%*%-%*%*%

***--*-*-****--**UK Mail
2%*%*%-%-%*%-%1%-%*%*%*%*%-%-%*%*%

b

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%*%-%*%*%*%-%-%*%*%

***--**--******-*Pitney Bowes
1%*%*%-%-%*%*%-%-%*%*%*%*%*%*%-%*%

-*-*--*---*-*--**Local Courier
-%*%-%*%-%-%*%-%-%-%*%-%*%-%-%*%*%

-----------------TNT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Hermes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
-----------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
443881339731252948513819739326838811386200403Unweighted total
213841319611132837412618538923738710290206403Weighted total

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
443881339731252948513819739326838811386200403Unweighted total
213841319611132837412618538923738710290206403Weighted total

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------TNT Post UK
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-1-*---2---*-12None
-%*%-%1%-%*%-%-%-%1%-%-%-%*%-%1%*%

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

-11*-11-*11111*-1Other answers
-%*%*%*%-%1%*%-%*%1%*%*%*%1%1%-%*%

19373127941106274721221773802283779786201389NET: RM Only
87%97%96%98%100%94%97%97%97%95%98%96%98%95%96%97%97%

cc

2841-6823688843411NET: RM and other
10%2%3%1%-%5%3%2%3%3%2%3%2%4%3%2%3%

b

NET: Provider other than
111*-11**1111**11RM only
3%*%1%*%-%1%*%1%*%*%*%1%*%*%*%*%*%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
403055860387223-400327399361394363627265312403Unweighted total
403085542389219-402332399353395373620241298403Weighted total

403065440386216-398328396349392371620241296400Royal Mail
100%99%97%95%99%99%-%99%99%99%99%99%99%100%100%100%99%99%

c

-31244-444444--*14UPS
-%1%2%6%1%2%-%1%1%1%1%1%1%-%-%*%*%1%

b

-2**32-333333--3-3DHL
-%1%1%1%1%1%-%1%1%1%1%1%1%-%-%1%-%1%

-2-222-222222----2FedEx
-%1%-%6%1%1%-%1%1%1%1%1%1%-%-%-%-%1%

ab

-2-122-222222--222DX
-%1%-%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

-*****-11***1--**1Parcelforce
-%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

--****-*****-----*UK Mail
-%-%1%1%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

--*-**-*****-----*Neo Post
-%-%1%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*-***-*****-----*Pitney Bowes
-%*%-%*%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*-----*-****---**Local Courier
-%*%-%-%-%-%-%*%-%*%*%*%*%-%-%-%*%*%

------------------TNT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Hermes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
------------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
403055860387223-400327399361394363627265312403Unweighted total
403085542389219-402332399353395373620241298403Weighted total

------------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
403055860387223-400327399361394363627265312403Unweighted total
403085542389219-402332399353395373620241298403Weighted total

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------TNT Post UK
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*122-222222---22None
-%*%1%3%*%1%-%*%1%*%*%*%*%-%-%-%1%*%

b

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

****1*-111111--111Other answers
1%*%*%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

392985236376207-388318386339382361620236292389NET: RM Only
99%97%94%85%97%95%-%97%96%97%96%97%97%100%100%98%98%97%

cc

*824109-111010101011--6511NET: RM and other
1%3%3%10%3%4%-%3%3%3%3%3%3%-%-%2%2%3%

b

NET: Provider other than
-11111-11111*---*1RM only
-%*%2%2%*%1%-%*%*%*%*%*%*%-%-%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*bababac*b*aSignificance Level: 95%
69163297023319363671592443452728403Unweighted total
62113435922321393641602433592319403Weighted total

61113415922320393611592413582217400Royal Mail
98%98%99%100%100%100%100%99%99%99%100%96%92%99%

4-31-4-44-4--4UPS
6%-%1%2%-%1%-%1%2%-%1%-%-%1%

a

2*2*-2-3-3*-23DHL
4%4%1%1%-%1%-%1%-%1%*%-%13%1%

2-2--2-22-2--2FedEx
4%-%1%-%-%1%-%1%1%-%1%-%-%1%

2*2*-1-2*22--2DX
4%2%1%*%-%*%-%1%*%1%1%-%-%1%

****-*****1--1Parcelforce
1%4%*%1%-%*%1%*%*%*%*%-%-%*%

*------*-*-*-*UK Mail
1%-%-%-%-%-%-%*%-%*%-%2%-%*%

*------*-**--*Neo Post
1%-%-%-%-%-%-%*%-%*%*%-%-%*%

*------*-**-**Pitney Bowes
1%-%-%-%-%-%-%*%-%*%*%-%1%*%

*-*--*-**-*--*Local Courier
*%-%*%-%-%*%-%*%*%-%*%-%-%*%

--------------TNT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Hermes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Interlink / Interlink
--------------Express / Direct
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------APC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DPD
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*bababac*b*aSignificance Level: 95%
69163297023319363671592443452728403Unweighted total
62113435922321393641602433592319403Weighted total

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*bababac*b*aSignificance Level: 95%
69163297023319363671592443452728403Unweighted total
62113435922321393641602433592319403Weighted total

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------TNT Post UK
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2--*-21*-*12None
-%-%1%-%-%*%-%*%1%*%-%2%7%*%

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

1-1--1-1-11--1Other answers
2%-%*%-%-%*%-%*%-%*%*%-%-%*%

51103325722311383511542353502215389NET: RM Only
82%94%97%97%100%97%99%96%96%97%98%96%79%97%

10*92-9*10568-211NET: RM and other
16%4%3%3%-%3%1%3%3%2%2%-%13%3%

NET: Provider other than
1*-*-*-1-11**1RM only
2%2%-%*%-%*%-%*%-%1%*%2%1%*%

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

Ofcom; Business Postal Tracker
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

c*b*a*baSignificance Level: 95%
403--178403Unweighted total
403--265403Weighted total

400--264400Royal Mail
99%-%-%100%98%99%

4---44UPS
1%-%-%-%6%1%

3---33DHL
1%-%-%-%4%1%

2---22FedEx
1%-%-%-%4%1%

2---12DX
1%-%-%-%2%1%

1---11Parcelforce
*%-%-%-%1%*%

*---**UK Mail
*%-%-%-%1%*%

*---**Neo Post
*%-%-%-%1%*%

*---**Pitney Bowes
*%-%-%-%1%*%

*---**Local Courier
*%-%-%-%*%*%

------TNT
-%-%-%-%-%-%

------Yodel
-%-%-%-%-%-%

------Hermes
-%-%-%-%-%-%

------City Link Post
-%-%-%-%-%-%

MHI (Mail Handling
------International)
-%-%-%-%-%-%

Interlink / Interlink
------Express / Direct
-%-%-%-%-%-%

------APC
-%-%-%-%-%-%

------Eagle Couriers
-%-%-%-%-%-%

------DPD
-%-%-%-%-%-%

------Lynx
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

c*b*a*baSignificance Level: 95%
403--178403Unweighted total
403--265403Weighted total

------First Post
-%-%-%-%-%-%

------One Post
-%-%-%-%-%-%

------Wey Group International
-%-%-%-%-%-%

------ENC
-%-%-%-%-%-%

------Fast Track
-%-%-%-%-%-%

------Fastway Couriers
-%-%-%-%-%-%

------Tuffnels
-%-%-%-%-%-%

------Euro
-%-%-%-%-%-%

------UK / British Mail
-%-%-%-%-%-%

------Freight - Better / Night
-%-%-%-%-%-%

------Parcels to go
-%-%-%-%-%-%

------Global Mailing
-%-%-%-%-%-%

------Haynes
-%-%-%-%-%-%

------Priority Express
-%-%-%-%-%-%

------Business Post
-%-%-%-%-%-%

------Legal Post
-%-%-%-%-%-%

------AJG Parcels
-%-%-%-%-%-%

------Parcel Line
-%-%-%-%-%-%

------Coopers Carriers
-%-%-%-%-%-%

------DHS
-%-%-%-%-%-%

------TNT Express
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

c*b*a*baSignificance Level: 95%
403--178403Unweighted total
403--265403Weighted total

------TNT Post UK
-%-%-%-%-%-%

------Collect Plus
-%-%-%-%-%-%

------Interparcel
-%-%-%-%-%-%

------Securicor
-%-%-%-%-%-%

2----2None
*%-%-%-%-%*%

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

1---11Other answers
*%-%-%-%1%*%

389--254389NET: RM Only
97%-%-%100%84%97%

11---911NET: RM and other
3%-%-%-%14%3%

NET: Provider other than
1---11RM only
*%-%-%-%2%*%

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

Ofcom; Business Postal Tracker
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QV4a. And who does your organisation use for its mail service? So firstly for letters and large letters?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

15498914172725111027194181Royal Mail
11%12%11%11%13%12%12%9%9%12%17%12%4%11%

aaaaa

16*-**-38*12-217DHL
1%1%-%*%*%-%1%3%*%2%1%-%2%1%

jk

13*11-5-3-4--215Parcelforce
1%1%1%1%-%4%-%1%-%4%-%-%2%1%

begmbegiklm

13-*-*253--*3-13APC
1%-%1%-%*%1%2%1%-%-%*%2%-%1%

jljl

911**2-5--**212UPS
1%1%2%1%*%1%-%2%-%-%*%*%2%1%

9***-2-***5*29FedEx
1%*%*%1%-%1%-%*%*%*%3%*%2%1%

fklm

8--*-2--11-228Hermes
1%-%-%1%-%1%-%-%1%1%-%1%2%1%

51*--*3--*-*27TNT
*%2%*%-%-%*%1%-%-%*%-%*%2%*%

mj

Interlink / Interlink
4---*-2*----24Express / Direct
*%-%-%-%*%-%1%*%-%-%-%-%2%*%

jm

31-*12---*---4DPD
*%1%-%*%1%1%-%-%-%*%-%-%-%*%

3---*2------23TNT Express
*%-%-%-%*%1%-%-%-%-%-%-%2%*%

jm

21----*----2-3DX
*%1%-%-%-%-%*%-%-%-%-%1%-%*%

mm

2--*----*1---2Yodel
*%-%-%1%-%-%-%-%*%2%-%-%-%*%

m

-1-----------1Fastway Couriers
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Parcels to go
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

*-------*----*TNT Post UK
*%-%-%-%-%-%-%-%*%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

*-----------**Local Courier
*%-%-%-%-%-%-%-%-%-%-%-%*%*%

*----------*-*Interparcel
*%-%-%-%-%-%-%-%-%-%-%*%-%*%

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--------------UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-------*--2-2None
*%-%-%-%-%-%-%-%*%-%-%1%-%*%

m

11575960719111419624111174131126721347Don't know
85%83%85%87%86%83%86%86%89%85%82%81%82%85%

14*1*-2-31-33216Other answers
1%1%2%*%-%1%-%1%1%-%2%2%2%1%

1267781312222011619194148NET: RM Only
9%10%9%10%12%9%10%7%8%7%12%12%4%9%

292211555*471-33NET: RM and other
2%2%2%1%1%4%2%2%*%5%5%*%-%2%

ebebe

NET: Provider other than
55331*751333391261RM only

4%4%4%1%*%5%2%5%2%3%2%6%14%4%

iijbcdefgh

ijklm

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

Ofcom; Business Postal Tracker
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

9882821517371650911023181Royal Mail
13%10%13%19%10%12%11%11%8%13%6%6%7%19%11%

bdbdfg

1151*1*157-3--5117DHL
1%1%2%4%4%1%1%1%-%1%-%-%3%1%1%

aadeg

87**-*156-6--*115Parcelforce
1%1%*%2%-%*%1%1%-%2%-%-%*%1%1%

761*-*134-5--1213APC
1%1%1%2%-%1%1%1%-%1%-%-%*%1%1%

651***111-6--5-12UPS
1%1%1%2%2%1%1%*%-%2%-%-%4%-%1%

gadg

271***9-24--3*9FedEx
*%1%1%4%2%1%1%-%3%1%-%-%2%*%1%

abggg

35*--*81-5-2--8Hermes
*%1%*%-%-%*%1%*%-%1%-%8%-%-%1%

g

512*1153-1--1-7TNT
1%*%2%4%4%1%*%*%-%*%-%-%1%-%*%

aaaa

Interlink / Interlink
22*-**42----2-4Express / Direct
*%*%1%-%1%*%*%*%-%-%-%-%1%-%*%

e

221-*13*-2--2-4DPD
*%*%1%-%1%1%*%*%-%*%-%-%1%-%*%

aag

3**--*32-2--*-3TNT Express
*%*%*%-%-%*%*%*%-%*%-%-%*%-%*%

21*--*31*2----3DX
*%*%*%-%-%*%*%*%*%*%-%-%-%-%*%

*2*--*2--1*-*-2Yodel
*%*%1%-%-%1%*%-%-%*%*%-%*%-%*%

a

1**--*1*----1-1Fastway Couriers
*%*%*%-%-%*%*%*%-%-%-%-%1%-%*%

*-----*------**Parcels to go
*%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

*-*-*-------*-*TNT Post UK
*%-%*%-%1%-%-%-%-%-%-%-%*%-%*%

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

Ofcom; Business Postal Tracker
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

*-*--*-*------*Local Courier
*%-%*%-%-%*%-%*%-%-%-%-%-%-%*%

a

*-*--*---*----*Interparcel
*%-%*%-%-%*%-%-%-%*%-%-%-%-%*%

a

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

---------------UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2**-*22-**---2None
-%*%1%2%-%*%*%*%-%*%*%-%-%-%*%

a

641705516123212965807430213119118961347Don't know
83%86%80%74%82%80%85%87%89%81%92%86%83%79%85%

bdeaeabe

2131--1153332*3*16Other answers
*%2%2%-%-%2%1%*%3%1%2%1%2%*%1%

bgg

826661131425944181621148NET: RM Only
11%8%9%13%8%8%9%9%4%11%6%6%4%17%9%

bbdfg

171621*13113310*-4233NET: RM and other
2%2%4%6%2%4%2%2%3%3%*%-%3%2%2%

a

NET: Provider other than
29335*1357123212214361RM only

4%4%7%4%8%8%4%2%3%6%2%8%10%2%4%

aagadg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-38926389535108373514518978181Royal Mail
-%12%13%7%17%15%10%11%14%7%11%11%7%11%13%10%11%

adadaa

-**3346413-41313*817DHL
-%2%1%2%2%2%1%1%2%-%1%1%3%4%1%1%1%

aa

-11--310582510--1815Parcelforce
-%3%2%-%-%1%1%2%1%*%2%1%-%-%2%1%1%

cd

----131082385-*-213APC
-%-%-%-%*%1%1%3%*%1%3%*%-%*%-%*%1%

aba

-1-333293-93*3*512UPS
-%3%-%3%2%1%*%3%*%-%3%*%1%4%1%1%1%

aaaabaa

-1-*22454-54*3-29FedEx
-%2%-%*%2%1%*%2%1%-%2%*%1%4%-%*%1%

abaa

---1-1614317---58Hermes
-%-%-%1%-%*%1%*%*%1%*%1%-%-%-%1%1%

-*1**1442-4211*-7TNT
-%2%1%*%*%*%*%1%*%-%1%*%5%2%*%-%*%

abaaa

Interlink / Interlink
--2*--232-32*-3-4Express / Direct
-%-%4%*%-%-%*%1%*%-%1%*%1%-%3%-%*%

abcdaaaa

-***-*313*13***24DPD
-%*%*%*%-%*%*%*%*%*%*%*%1%*%1%*%*%

----*-3*3-*3----3TNT Express
-%-%-%-%*%-%*%*%*%-%*%*%-%-%-%-%*%

-*1---212-12---*3DX
-%2%1%-%-%-%*%*%*%-%*%*%-%-%-%*%*%

ab

---1-**2*-2*---22Yodel
-%-%-%1%-%*%*%1%*%-%1%*%-%-%-%*%*%

aa

---***-1--1--1--1Fastway Couriers
-%-%-%*%*%*%-%*%-%-%*%-%-%1%-%-%*%

aa

------*-*--*---**Parcels to go
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%*%*%

----*---*--**---*TNT Post UK
-%-%-%-%*%-%-%-%*%-%-%*%1%-%-%-%*%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

---*---*--*-*---*Local Courier
-%-%-%*%-%-%-%*%-%-%*%-%1%-%-%-%*%

a

------**--*----**Interparcel
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%*%*%

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

-----------------UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*2**2*2-*--2None
-%-%*%-%-%*%*%*%*%*%*%*%-%*%-%-%*%

3195011012521080524663746424611011458626551347Don't know
100%84%83%88%79%81%86%80%82%91%80%86%87%83%84%86%85%

bcbcbcb

--*1347582510-1-1116Other answers
-%-%1%1%2%2%1%2%1%*%2%1%-%1%-%1%1%

-2482131792588352512315664148NET: RM Only
-%8%7%6%14%12%8%8%11%7%8%10%4%7%9%8%9%

adda

-1315715102121022*331433NET: RM and other
-%4%5%1%3%3%2%3%3%*%3%2%3%4%4%2%2%

adaaa

NET: Provider other than
-136612342728627341432761RM only
-%4%4%5%4%5%4%9%4%1%9%3%6%6%4%4%4%

abaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-351465176118011107134181Royal Mail
-%12%11%3%12%1%12%3%3%20%12%23%11%

bbdebde

-17-793143*1*1317DHL
-%6%-%5%1%3%1%10%1%1%*%2%1%

aaab

-15-312-15*11-1215Parcelforce
-%5%-%2%1%-%1%2%5%2%-%2%1%

a

-13-9458*-*5813APC
-%5%-%6%*%5%1%1%-%*%8%1%1%

aaaac

111-102935*5*212UPS
3%4%-%6%*%8%*%20%1%9%1%*%1%

aaaabdab

-9-46462*2-69FedEx
-%3%-%3%*%3%*%7%1%4%-%1%1%

aaaab

-8--8-8---268Hermes
-%3%-%-%1%-%1%-%-%-%3%1%1%

a

*6-5133--1427TNT
2%2%-%4%*%3%*%-%-%2%6%*%*%

aaaa

Interlink / Interlink
-4-22*4*--224Express / Direct
-%2%-%1%*%*%*%1%-%-%4%*%*%

aaa

-4-*413*---24DPD
-%1%-%*%*%1%*%1%-%-%-%*%*%

a

-3-3-22*-2-23TNT Express
-%1%-%2%-%2%*%1%-%3%-%*%*%

aaaa

-3-21-3----23DX
-%1%-%1%*%-%*%-%-%-%-%*%*%

aa

-2-*2*2-*-1*2Yodel
-%1%-%*%*%*%*%-%1%-%2%*%*%

aa

*1-1**1--1-*1Fastway Couriers
2%*%-%*%*%*%*%-%-%1%-%*%*%

-*--*-*----**Parcels to go
-%*%-%-%*%-%*%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-*-*--*----**TNT Post UK
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*--*----**Local Courier
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*-*---*--*Interparcel
-%*%-%*%-%*%-%-%-%*%-%-%*%

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

-------------UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2*2-----2None
1%1%-%*%*%*%*%-%-%-%-%-%*%

a

2418711341101235851260202832434231347Don't know
97%66%89%73%86%78%85%78%91%64%74%72%85%

bbabc

-16-88610--12916Other answers
-%5%-%5%1%5%1%-%-%3%4%2%1%

aaa

-2146-148-148*183108148NET: RM Only
-%1%11%-%10%-%10%*%3%16%6%18%9%

bbbbebde

-33-5281321-242633NET: RM and other
-%12%-%3%2%1%2%3%-%3%7%4%2%

a

NET: Provider other than
161-3724233952983461RM only
3%21%-%24%2%21%3%19%6%17%14%6%4%

aaaaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

1116975771731284563129170118168514283181Royal Mail
10%11%16%24%10%18%12%16%14%20%11%13%11%11%16%10%11%

baacabcega

*17912-512181417121746617DHL
*%1%2%4%-%1%1%*%2%2%1%1%1%1%2%1%1%

aacfa

21156-91249131181159215Parcelforce
2%1%1%2%-%2%1%1%2%2%1%1%1%1%3%*%1%

acacaac

-1363-91177131351373413APC
-%1%1%1%-%2%1%2%1%2%1%1%1%1%1%*%1%

abcabc

21061-11684111071045312UPS
2%1%1%*%-%3%1%3%1%2%1%1%1%1%2%*%1%

cabcegacga

*89*-959198685*49FedEx
*%1%2%*%-%2%*%3%*%1%1%1%1%1%*%*%1%

bcabcegaceg

1855-343186555*38Hermes
1%1%1%1%-%1%*%1%*%1%*%1%*%1%*%*%1%

acg

174*-66425727*337TNT
1%*%1%*%-%2%1%1%*%1%*%*%*%*%1%*%*%

cbc

Interlink / Interlink
*44--44334444-4*4Express / Direct
*%*%1%-%-%1%*%1%1%1%*%*%*%-%2%*%*%

ac

*422-14*224242124DPD
*%*%*%1%-%*%*%*%*%*%*%*%*%*%*%*%*%

-22--322-22*2-223TNT Express
-%*%*%-%-%1%*%1%-%*%*%*%*%-%1%*%*%

b

1322--3--23331-23DX
1%*%*%1%-%-%*%-%-%*%*%*%*%*%-%*%*%

121*-212*22211*12Yodel
1%*%*%*%-%*%*%1%*%*%*%*%*%*%*%*%*%

ba

111--111*1111-*11Fastway Couriers
1%*%*%-%-%*%*%*%*%*%*%*%*%-%*%*%*%

-**--***-****--**Parcels to go
-%*%*%-%-%*%*%*%-%*%*%*%*%-%-%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-*-*--*--****--**TNT Post UK
-%*%-%*%-%-%*%-%-%*%*%*%*%-%-%*%*%

-*-*--*---*-*--**Local Courier
-%*%-%*%-%-%*%-%-%-%*%-%*%-%-%*%*%

-*---*-*-****-*-*Interparcel
-%*%-%-%-%*%-%*%-%*%*%*%*%-%*%-%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

-----------------UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*---2-2-222-*22None
-%*%*%-%-%-%*%-%*%-%*%*%*%-%*%*%*%

100128136923010303901213372451128676412613862037461347Don't know
86%85%77%71%90%73%83%75%81%71%85%83%85%85%78%87%85%

aadfdfdefdfdfbb

*1674-911651216716321016Other answers
*%1%1%1%-%2%1%2%1%2%1%1%1%1%1%1%1%

b

91405664155105315010214396142393073148NET: RM Only
7%9%12%20%10%13%10%11%11%16%9%11%10%9%12%9%9%

aabcefg

3291914-18231413272722261211933NET: RM and other
3%2%4%4%-%4%2%5%3%4%2%2%2%3%4%1%2%

babcgabcgaa

NET: Provider other than
4603218-394827235460346017162961RM only
4%4%7%5%-%9%4%10%5%9%4%4%4%4%6%3%4%

bcabcegabceg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

181372623175106-180161180164179169110115132181Royal Mail
9%12%13%12%11%13%-%12%13%12%12%11%12%3%7%12%11%11%

-9841710-171517171717-*121417DHL
-%1%4%2%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

bc

-11441412-1513141314122241115Parcelforce
-%1%2%2%1%1%-%1%1%1%1%1%1%4%1%*%1%1%

c

*67-138-13131371313**10713APC
*%1%3%-%1%1%-%1%1%1%1%1%1%1%*%1%1%1%

bc

-831125-121212101211--5712UPS
-%1%2%1%1%1%-%1%1%1%1%1%1%-%-%*%1%1%

*72397-999899-*189FedEx
*%1%1%2%1%1%-%1%1%1%1%1%1%-%*%*%1%1%

b

-35-83-868588*-728Hermes
-%*%3%-%1%*%-%1%1%1%*%1%1%*%-%1%*%1%

bca

133274-767776-*627TNT
*%*%2%1%*%*%-%*%1%*%*%*%*%-%*%1%*%*%

b

Interlink / Interlink
-4**44-444444--344Express / Direct
-%*%*%*%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

-4*143-444444--444DPD
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-22233-333333--*23TNT Express
-%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

b

-3-132-333333--213DX
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-11-2*-222222--212Yodel
-%*%1%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

***11*-111111--1*1Fastway Couriers
*%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--**-******---**Parcels to go
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

-*-----******--***TNT Post UK
-%*%-%-%-%-%-%*%*%*%*%*%*%-%-%*%*%*%

-*-----*-****---**Local Courier
-%*%-%-%-%-%-%*%-%*%*%*%*%-%-%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

-*-**--***-**--***Interparcel
-%*%-%*%*%-%-%*%*%*%-%*%*%-%-%*%*%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

------------------UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--2*-2*2222---22None
1%*%-%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

b

17810081561561327675-131799613271122132311544012384710301347Don't know
88%85%79%84%85%82%-%84%82%85%84%85%84%92%90%85%86%85%

adc

510*21611-161513121312-151316Other answers
2%1%*%1%1%1%-%1%1%1%1%1%1%-%1%*%1%1%

17115151314282-14713114813414613611095107148NET: RM Only
9%10%8%7%9%10%-%9%11%9%10%9%10%3%7%10%9%9%

*2211103324-333033293333*-202533NET: RM and other
*%2%5%5%2%3%-%2%2%2%2%2%2%*%-%2%2%2%

bcb

NET: Provider other than
5421476137-61595951595324333961RM only
2%4%7%4%4%5%-%4%5%4%4%4%4%5%3%3%3%4%

bc

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

25315031121331816377103159156181Royal Mail
11%5%12%11%15%11%12%11%13%10%12%18%4%11%

aa

16197*12*178911*317DHL
7%1%1%3%*%1%*%1%1%1%1%*%2%1%

b

14*141-1521369114-15Parcelforce
6%1%1%*%-%1%2%1%1%1%1%4%-%1%

ac

3285*12-13*1392313APC
2%4%1%2%*%1%-%1%*%1%1%2%2%1%

b

7583281117545112UPS
3%8%1%1%2%1%*%1%1%*%*%6%*%1%

ac

727325*95572*9FedEx
3%4%1%1%3%*%*%1%1%*%1%3%*%1%

ac

6253-8-81762-8Hermes
3%3%*%1%-%1%-%1%*%1%*%2%-%1%

3333-5-7*61147TNT
1%6%*%1%-%*%-%*%*%1%*%1%3%*%

cc

Interlink / Interlink
2-32*3-4234-*4Express / Direct
1%-%*%1%*%*%-%*%*%*%*%-%*%*%

1-4*-422224-*4DPD
*%-%*%*%-%*%1%*%*%*%*%-%*%*%

a

2-3--3-3-322*3TNT Express
1%-%*%-%-%*%-%*%-%*%*%2%*%*%

c

3*3*-1-3*22--3DX
1%*%*%*%-%*%-%*%*%*%*%-%-%*%

2*11-2-2112*-2Yodel
1%*%*%*%-%*%-%*%*%*%*%*%-%*%

****-1-1-1***1Fastway Couriers
*%*%*%*%-%*%-%*%-%*%*%1%*%*%

--*----*-*--**Parcels to go
-%-%*%-%-%-%-%*%-%*%-%-%*%*%

c

*--**--*-**--*TNT Post UK
*%-%-%*%*%-%-%*%-%*%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

*-*--*-**-*--*Local Courier
*%-%*%-%-%*%-%*%*%-%*%-%-%*%

*--*-*-**---**Interparcel
*%-%-%*%-%*%-%*%*%-%-%-%*%*%

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

--------------UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------City Link Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-2--22**22--2None
*%-%*%-%-%*%1%*%*%*%*%-%-%*%

a

16743107924264102712012274908571143641311347Don't know
74%79%85%84%82%85%83%85%84%85%85%74%89%85%

bb

6*15*-15*1551111-516Other answers
3%*%1%*%-%1%*%1%1%1%1%-%3%1%

c

--1242412106181306682134112148NET: RM Only
-%-%10%8%15%9%12%9%11%8%10%13%1%9%

aaa

253267*27-331122254433NET: RM and other
11%5%2%2%*%2%-%2%2%2%2%5%3%2%

NET: Provider other than
328441625155719424271061RM only
14%16%3%6%3%4%3%4%3%4%3%8%7%4%

cc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

181----25181Royal Mail
45%-%-%-%-%10%11%

abc

17----1417DHL
4%-%-%-%-%6%1%

abc

15----1315Parcelforce
4%-%-%-%-%5%1%

abc

13----613APC
3%-%-%-%-%2%1%

abc

12---2912UPS
3%-%-%-%34%4%1%

abc

9----99FedEx
2%-%-%-%-%4%1%

abc

8----88Hermes
2%-%-%-%-%3%1%

abc

7----67TNT
2%-%-%-%-%3%*%

abc

Interlink / Interlink
4----24Express / Direct
1%-%-%-%-%1%*%

abc

4----14DPD
1%-%-%-%-%*%*%

abc

3----23TNT Express
1%-%-%-%-%1%*%

3----33DX
1%-%-%-%-%1%*%

2----22Yodel
1%-%-%-%-%1%*%

1----11Fastway Couriers
*%-%-%-%-%*%*%

*-----*Parcels to go
*%-%-%-%-%-%*%

*----**TNT Post UK
*%-%-%-%-%*%*%

*----**Local Courier
*%-%-%-%-%*%*%

Columns Tested: a,b - a,b,c,d
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

*----**Interparcel
*%-%-%-%-%*%*%

*-----*Priority Express
*%-%-%-%-%-%*%

-------UK Mail
-%-%-%-%-%-%-%

-------City Link Post
-%-%-%-%-%-%-%

MHI (Mail Handling
-------International)
-%-%-%-%-%-%-%

-------Pitney Bowes
-%-%-%-%-%-%-%

-------Eagle Couriers
-%-%-%-%-%-%-%

-------Lynx
-%-%-%-%-%-%-%

-------First Post
-%-%-%-%-%-%-%

-------One Post
-%-%-%-%-%-%-%

-------Wey Group International
-%-%-%-%-%-%-%

-------ENC
-%-%-%-%-%-%-%

-------Fast Track
-%-%-%-%-%-%-%

-------Neo Post
-%-%-%-%-%-%-%

-------Tuffnels
-%-%-%-%-%-%-%

-------Euro
-%-%-%-%-%-%-%

-------UK / British Mail
-%-%-%-%-%-%-%

-------Freight - Better / Night
-%-%-%-%-%-%-%

-------Global Mailing
-%-%-%-%-%-%-%

-------Haynes
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

-------Business Post
-%-%-%-%-%-%-%

-------Legal Post
-%-%-%-%-%-%-%

-------AJG Parcels
-%-%-%-%-%-%-%

-------Parcel Line
-%-%-%-%-%-%-%

-------Coopers Carriers
-%-%-%-%-%-%-%

-------DHS
-%-%-%-%-%-%-%

-------Collect Plus
-%-%-%-%-%-%-%

-------Securicor
-%-%-%-%-%-%-%

2----*2None
*%-%-%-%-%*%*%

15940040138751841347Don't know
39%100%100%100%66%75%85%

ddd

16----616Other answers
4%-%-%-%-%2%1%

abc

148-----148NET: RM Only
37%-%-%-%-%-%9%

abc

33----2533NET: RM and other
8%-%-%-%-%10%2%

abc

NET: Provider other than
61---23661RM only
15%-%-%-%34%15%4%

abc

Columns Tested: a,b - a,b,c,d
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QV4b. And who does your organisation use for its mail service? And for packets and parcels?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

134669708010213322628012488155153861564Royal Mail
98%97%98%98%97%97%99%100%99%100%96%98%98%98%

chl

53322455115485661Parcelforce
4%4%3%3%4%4%2%4%4%5%5%3%7%4%

4012116672183543UPS
3%1%3%1%1%4%3%3%1%2%5%2%5%3%

jj

412***28822136243DHL
3%3%*%*%*%1%3%3%1%2%8%4%2%3%

jkjkjkjkjkehijklm

3311**63753-5436Hermes
2%1%1%1%*%4%1%3%4%3%-%3%5%2%

ijjcij

26**1-23332102328FedEx
2%*%*%1%-%1%1%1%2%2%6%1%4%2%

bfijklmkl

17222-353*1*1422TNT
1%3%3%2%-%2%2%1%*%1%*%*%4%1%

beim

18-11*356--*3*19APC
1%-%1%1%*%2%2%2%-%-%*%2%*%1%

llll

17*--12253--2217UK Mail
1%1%-%-%1%1%1%2%2%-%-%1%2%1%

jjkjk

Interlink / Interlink
13-1-*1531*--213Express / Direct

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

jljl

921*333--*---11DPD
1%2%1%*%3%2%1%-%-%*%-%-%-%1%

jmfjmj

7*1*11**1--3-9City Link Post
1%1%1%*%1%1%*%*%1%-%-%2%-%1%

62*---*31**2-8DX
*%3%*%-%-%-%*%1%1%*%*%1%-%1%

jkm

7-1-12-21----8Parcels to go
1%-%1%-%1%1%-%1%1%-%-%-%-%*%

6-*112--*2-1-7Yodel
*%-%1%1%1%1%-%-%*%2%-%1%-%*%

6----1-3**-1-6TNT Post UK
*%-%-%-%-%1%-%1%*%*%-%1%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

5--**3------25TNT Express
*%-%-%1%*%2%-%-%-%-%-%-%2%*%

klm

4**---3-*-**-5Pitney Bowes
*%1%1%-%-%-%1%-%*%-%*%*%-%*%

4-------1-3-*4Local Courier
*%-%-%-%-%-%-%-%1%-%2%-%*%*%

-2-----------2Fastway Couriers
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

jkm

*-*-------**-1Interparcel
*%-%1%-%-%-%-%-%-%-%*%*%-%*%

m

---*---------*Neo Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Coopers Carriers
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

-*-----------*Collect Plus
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Legal Post
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--*----1--2-4None
*%-%-%1%-%-%-%-%1%-%-%1%-%*%

2----------2-2Don't know
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

m

41221423103*88446Other answers
3%2%4%1%4%1%1%4%2%*%5%5%4%3%

jj

10905858739110618621610377129120631280NET: RM Only
80%82%83%90%87%77%82%77%82%87%80%77%72%80%

aaabcfghklabfh

m

25611117112840642111263423285NET: RM and other
19%15%16%8%11%20%17%23%16%13%16%22%27%18%

ijjjjjdijjjijdijkl

NET: Provider other than
20212352-1-61225RM only

1%3%2%2%3%3%1%-%1%-%4%1%2%2%

fff
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV4. And who does your organisation use for its mail service?
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g

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

7558096381440150166182360140221361211564Royal Mail
98%98%99%100%99%98%98%99%100%96%99%100%96%99%98%

be

27341*-160142241-12661Parcelforce
4%4%2%2%-%2%4%2%2%6%*%-%9%5%4%

edgdgd

23202*11425227--6343UPS
3%2%3%4%5%2%3%1%2%7%-%-%4%2%3%

dgdg

21222*1141153152-6143DHL
3%3%4%6%5%3%3%2%3%4%1%-%4%1%3%

1818*--*358213129*36Hermes
2%2%1%-%-%1%2%1%3%3%1%8%6%*%2%

agadg

11172*11268214--3*28FedEx
1%2%3%4%5%2%2%1%3%4%-%-%2%*%2%

adg

11124*22187-2**6422TNT
1%1%6%4%11%5%1%1%-%1%*%2%4%3%1%

aabadege

1091*-1187-7--1219APC
1%1%2%2%-%2%1%1%-%2%-%-%*%1%1%

981-1-173-8-24-17UK Mail
1%1%1%-%4%-%1%*%-%2%-%7%3%-%1%

abegdg

Interlink / Interlink
851-*1123-4--5113Express / Direct
1%1%2%-%3%2%1%*%-%1%-%-%3%1%1%

adg

561-*1104-3-*2211DPD
1%1%2%-%2%2%1%1%-%1%-%2%2%1%1%

aa

271-*182-3-**-9City Link Post
*%1%1%-%1%2%1%*%-%1%-%2%*%-%1%

a

261--18612----8DX
*%1%1%-%-%2%1%1%1%*%-%-%-%-%1%

62----8*-12-3*8Parcels to go
1%*%-%-%-%-%1%*%-%*%2%-%2%*%*%

gg

441-**6*-3*-2-7Yodel
*%*%1%-%2%1%*%*%-%1%*%-%1%-%*%

gg

*6*-*-6*-13-1-6TNT Post UK
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QV4. And who does your organisation use for its mail service?
Base: All respondents

*%          -%            1%        -%           2%           *%         -%         *%         *%         -%         3%      -%         1%         1%         *%
eg                                                                  ab                             b

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

32*--*52-21-*-5TNT Express
*%*%*%-%-%*%*%*%-%1%1%-%*%-%*%

411-*14-*-4-*-5Pitney Bowes
1%*%1%-%1%1%*%-%*%-%3%-%*%-%*%

aabeg

*4*--*43----1-4Local Courier
*%*%*%-%-%*%*%*%-%-%-%-%1%-%*%

11*--*1*-*--1-2Fastway Couriers
*%*%*%-%-%1%*%*%-%*%-%-%1%-%*%

*1*-***-*1----1Interparcel
*%*%1%-%1%*%*%-%*%*%-%-%-%-%*%

aa

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%*%-%-%-%*%

*-----*--*----*Coopers Carriers
*%-%-%-%-%-%*%-%-%*%-%-%-%-%*%

-*----*--*----*Collect Plus
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

*-*--*-*------*Legal Post
*%-%*%-%-%*%-%*%-%-%-%-%-%-%*%

a

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3**-*33-1*---4None
*%*%1%2%-%*%*%*%-%*%*%-%-%-%*%

a

-2----2--2----2Don't know
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

20273-*3439394218*46Other answers
3%3%5%-%3%6%3%1%3%2%3%8%12%*%3%

aaadefg

624656467102912335857027212216781041280NET: RM Only
81%80%72%84%71%70%81%88%84%73%86%71%56%85%80%

bbcebebebbebe

1311541714112687613881865717285NET: RM and other
17%19%26%16%27%28%18%11%15%24%13%29%41%14%18%

aaaadgadefg

NET: Provider other than
13121-*1244*121-5225RM only

2%1%1%-%1%2%2%1%*%3%1%-%4%1%2%

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3236012115825792729576350729512701670737461564Royal Mail
100%100%99%97%100%99%99%95%99%100%95%99%100%99%99%98%98%

ddccb

-12*41430322273229-353161Parcelforce
-%3%3%*%3%5%3%10%3%1%10%2%-%5%7%4%4%

dddddaba

-44441312271522716*331843UPS
-%17%6%3%3%5%1%9%2%*%9%1%1%4%4%2%3%

abcdaaabaa

-*33513161521715281411943DHL
-%2%5%2%3%5%2%5%3%1%5%2%5%6%1%3%3%

aaaaa

--354318121951223-*-2536Hermes
-%-%5%4%2%1%2%4%2%1%4%2%-%1%-%3%2%

aa

-1*44612141121414*3*1428FedEx
-%4%*%3%2%2%1%4%1%*%4%1%2%4%*%2%2%

aba

-11123141110111111311022TNT
-%4%2%1%1%1%1%4%1%*%4%1%6%4%1%1%1%

dabaaa

-*--15131333136-1-519APC
-%1%-%-%1%2%1%4%*%1%4%*%-%1%-%1%1%

aba

---3-58107-107*121217UK Mail
-%-%-%2%-%2%1%3%1%-%3%1%2%1%2%2%1%

cabaa

Interlink / Interlink
-*23*16103-103*23613Express / Direct
-%2%4%2%*%*%1%3%*%-%3%*%1%2%3%1%1%

abcaabaa

-**1-1836339**1711DPD
-%*%1%*%-%*%1%1%1%1%1%1%2%*%1%1%1%

-**-12543244*1*59City Link Post
-%1%*%-%1%1%1%1%*%*%1%*%1%2%1%1%1%

ba

-142*-253-53-*-*8DX
-%3%6%1%*%-%*%2%*%-%2%*%-%*%-%*%1%

ababcdababa

------6-8--8---58Parcels to go
-%-%-%-%-%-%1%-%1%-%-%1%-%-%-%1%*%

ac

-*-1-2434-3421-47Yodel
-%1%-%1%-%1%*%1%1%-%1%*%11%2%-%1%*%

aabc

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

Ofcom; Business Postal Tracker
Table 21  (continuation)                                                                                                                                                                        Page 267

QV4. And who does your organisation use for its mail service?
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-*--3-314-14*3-36TNT Post UK
-%1%-%-%2%-%*%*%1%-%*%*%1%4%-%*%*%

aba

---1*-4*5-*5--*-5TNT Express
-%-%-%1%*%-%*%*%1%-%*%*%-%-%1%-%*%

--*4-1-14-14--*35Pitney Bowes
-%-%1%3%-%*%-%*%*%-%*%*%-%-%1%*%*%

aabc

---*1-3*4-*4*--14Local Courier
-%-%-%*%1%-%*%*%*%-%*%*%1%-%-%*%*%

---1*1-2--2--1*-2Fastway Couriers
-%-%-%*%*%*%-%1%-%-%1%-%-%1%*%-%*%

aa

---*-**1--1----11Interparcel
-%-%-%*%-%*%*%*%-%-%*%-%-%-%-%*%*%

---*----*--*----*Neo Post
-%-%-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

-----*--*--*---**Coopers Carriers
-%-%-%-%-%*%-%-%*%-%-%*%-%-%-%*%*%

-----*-*--*--*--*Collect Plus
-%-%-%-%-%*%-%*%-%-%*%-%-%1%-%-%*%

-*-----*--*-----*Legal Post
-%1%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

a

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*2*22*4-*-24None
-%-%*%-%-%*%*%*%*%*%*%*%-%*%-%*%*%

--------2--2---22Don't know
-%-%-%-%-%-%-%-%*%-%-%*%-%-%-%*%*%

-2139723152651531*532646Other answers
-%7%2%3%6%3%2%5%3%1%5%2%2%7%4%3%3%

aaaaa

314459412320378917562348117511041149576031280NET: RM Only
100%63%74%76%78%78%84%57%81%95%57%86%72%70%78%79%80%

ffbcdefcbcbc

-8152634541381191402511916542116144285NET: RM and other
-%37%25%21%22%21%15%39%18%5%39%13%28%29%22%19%18%

abcdaaaaabaaa

NET: Provider other than
-*14-3814921411-1*1225RM only
-%*%1%3%-%1%1%5%1%*%5%1%-%1%1%2%2%

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-28512801271437841480222947565821564Royal Mail
-%100%100%83%100%77%100%86%95%92%97%99%98%

bbece

556-1842144799353361Parcelforce
19%20%-%12%3%12%3%36%30%6%9%6%4%

aaaabcabc

440-25181924126511843UPS
15%14%-%17%1%18%2%48%19%9%2%3%3%

aaaabcdaba

340-162710329*212843DHL
12%14%-%11%2%10%2%34%1%4%1%5%3%

aaaabcd

332-1422729*4142536Hermes
13%11%-%9%2%6%2%2%13%2%8%4%2%

aaaac

*27-1513101854221428FedEx
2%10%-%10%1%9%1%20%15%4%3%2%2%

aaaabcab

121-1671210*-251522TNT
5%7%-%10%*%11%1%1%-%3%9%3%1%

aaaa

217-154109**55819APC
7%6%-%10%*%9%1%1%*%10%9%1%1%

aaaaa

413-125116*31-1117UK Mail
17%5%-%8%*%10%*%1%8%2%-%2%1%

aaaab

Interlink / Interlink
-13-67493-42313Express / Direct
-%5%-%4%1%3%1%12%-%9%4%1%1%

aaaadaa

29-5638*-21711DPD
9%3%-%3%*%3%1%1%-%3%1%1%1%

aaa

-9-63541*1159City Link Post
-%3%-%4%*%5%*%5%1%3%1%1%1%

aaaa

-8-3526-**428DX
-%3%-%2%*%2%*%-%1%*%6%*%1%

aaa

35-6234---168Parcels to go
12%2%-%4%*%3%*%-%-%-%2%1%*%

aaa

25-5252-*1247Yodel
7%2%-%3%*%5%*%-%1%2%3%1%*%

aaaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-6-3315----36TNT Post UK
-%2%-%2%*%1%*%-%-%-%-%*%*%

aa

-5-5*23*-2-35TNT Express
-%2%-%3%*%2%*%1%-%3%-%1%*%

aaaa

23-5-5-*---15Pitney Bowes
6%1%-%3%-%4%-%1%-%-%-%*%*%

aaa

-4-*4-4-1--34Local Courier
-%1%-%*%*%-%*%-%4%-%-%*%*%

aa

*1-11*1--1-12Fastway Couriers
2%*%-%*%*%*%*%-%-%1%-%*%*%

a

**-1-1*--1-*1Interparcel
2%*%-%*%-%1%*%-%-%1%-%*%*%

aaa

*--*-*------*Neo Post
2%-%-%*%-%*%-%-%-%-%-%-%*%

aa

*--*-*----*-*Coopers Carriers
2%-%-%*%-%*%-%-%-%-%1%-%*%

aaa

-*--*-*---*-*Collect Plus
-%*%-%-%*%-%*%-%-%-%1%-%*%

a

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

*4-*4*4----24None
1%1%-%*%*%*%*%-%-%-%-%*%*%

a

-----------22Don't know
-%-%-%-%-%-%-%-%-%-%-%*%*%

640-2818242311433146Other answers
25%14%-%18%1%22%2%5%2%9%4%5%3%

aaa

--1280-1280-12805824294071280NET: RM Only
-%-%100%-%89%-%86%20%25%48%50%69%80%

bbbdedebcde

-285-1271588420116212227175285NET: RM and other
-%100%-%83%11%77%14%65%70%44%47%30%18%

aaaaabcaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

NET: Provider other than
25--25-25-4242725RM only

100%-%-%17%-%23%-%14%5%8%3%1%2%

aaabaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

1081496462324103971067276453619150190914754442578461564Royal Mail
93%99%97%100%96%96%99%97%99%98%99%99%99%98%99%99%98%

accadfdfdfdf

13472518-423525215446373926132361Parcelforce
11%3%5%5%-%10%3%9%5%8%3%4%3%6%5%3%4%

abbcabcegaabcegaa

8333052353020163635293514121743UPS
7%2%6%1%15%9%3%7%3%6%2%3%2%3%5%2%3%

bbcabcegabcga

5402918-2130815324034401482043DHL
5%3%6%6%-%5%3%3%3%5%3%4%3%3%3%2%3%

bacg

1236191122115199343128281771136Hermes
10%2%4%3%23%5%1%7%2%5%2%3%2%4%3%1%2%

ababcegabcegga

521244-2316186252220191331128FedEx
4%1%5%1%-%6%2%6%1%4%1%2%1%3%1%1%2%

bbcabcegabcega

52215112018141020201520351422TNT
4%1%3%*%8%5%2%5%2%3%1%2%1%1%2%2%1%

bbcabcegabc

*19103-1514119191971996419APC
*%1%2%1%-%4%1%4%2%3%1%1%1%2%2%*%1%

cabcgabcgaa

21284-1015871312612341017UK Mail
2%1%2%1%-%2%1%3%1%2%1%1%1%1%2%1%1%

abcabc

Interlink / Interlink
*137-*139871313131047213Express / Direct
*%1%1%-%1%3%1%3%2%2%1%1%1%1%3%*%1%

cacgacga

11042-895410106741711DPD
1%1%1%1%-%2%1%2%1%2%1%1%*%1%*%1%1%

acac

2973-675399794*59City Link Post
1%1%2%1%-%1%1%2%1%1%1%1%1%1%*%1%1%

acac

1822-48-368886*28DX
1%1%*%1%-%1%1%-%1%1%1%1%1%1%*%*%1%

a

2562-544166643228Parcels to go
2%*%1%1%-%1%*%1%*%1%*%1%*%1%1%*%*%

bbaca
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

363*-743466643147Yodel
2%*%1%*%-%2%*%1%1%1%*%1%*%1%*%*%*%

bc

-631-16-36656*-66TNT Post UK
-%*%1%*%-%*%1%-%1%1%*%1%*%*%-%1%*%

-33--533-3323*235TNT Express
-%*%1%-%-%1%*%1%-%1%*%*%*%*%1%*%*%

cabce

*4**-11*115451*35Pitney Bowes
*%*%*%*%-%*%*%*%*%*%*%*%*%*%*%*%*%

144*-441114444-*4Local Courier
1%*%1%*%-%1%*%*%*%*%*%*%*%1%-%*%*%

a

121--212*22111*12Fastway Couriers
1%*%*%-%-%*%*%1%*%*%*%*%*%*%*%*%*%

b

*1-*-111*1111**-1Interparcel
*%*%-%*%-%*%*%*%*%*%*%*%*%*%*%-%*%

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%*%-%*%*%*%-%-%*%*%

-**--**-*****-*-*Coopers Carriers
-%*%*%-%-%*%*%-%*%*%*%*%*%-%*%-%*%

**---*-*-****--**Collect Plus
*%*%-%-%-%*%-%*%-%*%*%*%*%-%-%*%*%

-*-*--*--*****--*Legal Post
-%*%-%*%-%-%*%-%-%*%*%*%*%*%-%-%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4*1-*2-22222**34None
-%*%*%*%-%*%*%-%*%*%*%*%*%*%*%*%*%

-----2-2-----2--2Don't know
-%-%-%-%-%*%-%1%-%-%-%-%-%*%-%-%*%

abcg

843227*32352713334527431072946Other answers
7%3%5%2%1%8%3%9%3%5%3%3%3%2%3%3%3%

bcabcdegabceg

6312303162586205866140353379124271012313471997161280NET: RM Only
55%81%66%79%53%49%80%49%77%60%82%77%83%76%77%83%80%

accadfdffbdefdfbdefbc

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

452661456651912001361002402591992459757130285NET: RM and other
39%18%31%20%43%46%19%48%22%38%17%22%16%21%22%15%18%

abbcabcdegacabcegacaa

NET: Provider other than
815151*17128615171015941325RM only
7%1%3%*%4%4%1%3%1%2%1%1%1%2%1%1%2%

abbcabcgabcg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

19911721881761537801-1535119415431321153713774413799512031564Royal Mail
98%99%96%94%98%98%-%98%98%98%99%98%100%100%100%100%100%98%

acc

112624136044-615760506041611283961Parcelforce
5%2%12%7%4%5%-%4%5%4%4%4%3%14%8%3%3%4%

bbcbcc

33010144229-4340434043372-222943UPS
2%3%5%8%3%3%-%3%3%3%3%3%3%6%-%2%2%3%

bcabaa

72314124332-43404343433325273443DHL
3%2%7%6%3%4%-%3%3%3%3%3%2%6%3%3%3%3%

bb

51615143620-34303623362417262136Hermes
2%1%8%7%2%2%-%2%2%2%2%2%2%1%5%3%2%2%

bcabc

11710172822-27262826282243111928FedEx
*%1%5%9%2%3%-%2%2%2%2%2%2%9%2%1%2%2%

bcabac

481052215-22212219221822151522TNT
2%1%5%3%1%2%-%1%2%1%1%1%1%4%1%2%1%1%

b

*91041911-191819131914*314819APC
*%1%5%2%1%1%-%1%2%1%1%1%1%1%2%1%1%1%

bc

-14451711-171617121711*26917UK Mail
-%1%2%2%1%1%-%1%1%1%1%1%1%*%1%1%1%1%

Interlink / Interlink
-7621312-131313121310-351313Express / Direct
-%1%3%1%1%2%-%1%1%1%1%1%1%-%2%*%1%1%

bc

-1014119-1111118118-16811DPD
-%1%1%2%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

*72198-999998-1599City Link Post
*%1%1%*%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

*8-187-888888-*768DX
*%1%-%1%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

223282-886565--258Parcels to go
1%*%1%1%*%*%-%1%1%*%*%*%*%-%-%*%*%*%

bb

215274-777674--347Yodel
1%*%2%1%*%*%-%*%1%*%*%*%*%-%-%*%*%*%

bb

33**66-666566--456TNT Post UK

Ofcom; Business Postal Tracker
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QV4. And who does your organisation use for its mail service?
Base: All respondents

*%       *%       *%          -%       -%      *%      *%      *%      *%      *%     *%         -%       1%       *%            *%       *%         *%       2%
b

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

-32253-555555--235TNT Express
-%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-41*54-545553---35Pitney Bowes
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

-*4144-444444--144Local Courier
-%*%2%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

bc

*1*121-222221--112Fastway Couriers
*%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-**111-111*1*--**1Interparcel
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

--*-**-*****-----*Neo Post
-%-%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

--*-**-*****-----*Coopers Carriers
-%-%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*-***-******--*-*Collect Plus
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

-*--**-******--***Legal Post
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22*142-424444---44None
1%*%*%1%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

--2222-22222-----2Don't know
-%-%1%1%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

bb

9325134631-464244404427*9213146Other answers
4%3%2%7%3%4%-%3%3%3%3%3%2%*%6%2%3%3%

bc

16410071041071255608-1251930126110741255114732998199871280NET: RM Only
81%85%53%57%80%74%-%80%76%80%80%80%83%74%73%82%82%80%

aaaccdddda

351668469282193-2832652822472822301138176216285NET: RM and other
17%14%43%37%18%24%-%18%22%18%18%18%17%26%27%18%18%18%

bcabbabcec

NET: Provider other than
315792516-2520241624-----25RM only
2%1%3%5%2%2%-%2%2%2%1%2%-%-%-%-%-%2%

bab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

20052127529078121314414205769881336841321564Royal Mail
89%97%100%100%100%100%100%98%98%98%99%97%90%98%

aba

5464214*44457154537111261Parcelforce
24%12%3%5%1%4%3%4%3%5%3%13%8%4%

cc

35930104322411924297543UPS
15%16%2%3%5%3%2%3%3%2%2%8%4%3%

c

4122812*26*4313302741043DHL
18%4%2%4%*%2%*%3%2%3%2%4%7%3%

ac

3062210225-36221412121136Hermes
13%11%2%4%2%2%-%2%4%1%1%14%8%2%

bacc

225216317*27918166528FedEx
10%10%2%2%4%1%*%2%2%2%1%7%3%2%

c

166165*13*22418131822TNT
7%11%1%2%*%1%*%2%1%2%1%2%5%1%

c

93126313-19613102819APC
4%6%1%2%4%1%-%1%1%1%1%2%5%1%

ac

13494-7-176115*1117UK Mail
6%8%1%1%-%1%-%1%1%1%*%1%8%1%

bc

Interlink / Interlink
83112*11-13857-513Express / Direct
3%5%1%1%*%1%-%1%1%*%1%-%4%1%

c

4463-8210299*211DPD
2%8%*%1%-%1%1%1%*%1%1%*%2%1%

b

6363*6-9274149City Link Post
3%5%*%1%1%1%-%1%*%1%*%2%2%1%

cc

8*8**5*8*88-*8DX
4%*%1%*%*%*%*%1%*%1%1%-%*%1%

7*5--4-826-168Parcels to go
3%1%*%-%-%*%-%1%*%1%-%2%4%*%

cc

7*2323-7342237Yodel
3%*%*%1%2%*%-%*%1%*%*%2%2%*%

bacc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

216**3-6155-16TNT Post UK
1%2%*%*%*%*%-%*%*%*%*%-%1%*%

215--5-51432*5TNT Express
1%2%*%-%-%*%-%*%*%*%*%2%*%*%

c

5-3--3-5144*15Pitney Bowes
2%-%*%-%-%*%-%*%*%*%*%1%*%*%

4-*4-1-4314--4Local Courier
2%-%*%1%-%*%-%*%*%*%*%-%-%*%

b

1*1*-1-2-211*2Fastway Couriers
*%*%*%*%-%*%-%*%-%*%*%1%*%*%

c

1-**-*-11-1-*1Interparcel
*%-%*%*%-%*%-%*%*%-%*%-%*%*%

*------*-**--*Neo Post
*%-%-%-%-%-%-%*%-%*%*%-%-%*%

*------*-*--**Coopers Carriers
*%-%-%-%-%-%-%*%-%*%-%-%*%*%

*--*-*-**---**Collect Plus
*%-%-%*%-%*%-%*%*%-%-%-%*%*%

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-4--222122*14None
*%-%*%-%-%*%1%*%*%*%*%1%1%*%

a

2------22---22Don't know
1%-%-%-%-%-%-%*%*%-%-%-%1%*%

c

2610291133124417292941346Other answers
12%19%2%4%3%3%1%3%3%3%2%5%9%3%

c

--10662136310051331147484796116647571280NET: RM Only
-%-%84%74%81%83%92%79%82%79%87%55%39%80%

aaaba

20052208761520812273921921703675285NET: RM and other
89%97%16%26%19%17%8%19%16%19%13%42%51%18%

bbcc

NET: Provider other than
242-----259161021325RM only
10%3%-%-%-%-%-%2%2%2%1%3%9%2%
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QV4. And who does your organisation use for its mail service?
Base: All respondents

c          c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

40239238938172191564Royal Mail
100%98%97%98%100%89%98%

bc

16211211-5661Parcelforce
4%5%3%3%-%23%4%

16891124143UPS
4%2%2%3%34%17%3%

1979813543DHL
5%2%2%2%18%14%3%

abc

86138-3336Hermes
2%2%3%2%-%13%2%

12268-2328FedEx
3%*%1%2%-%9%2%

c

7267*2122TNT
2%1%2%2%6%9%1%

13511-1219APC
3%1%*%*%-%5%1%

abc

*54821517UK Mail
*%1%1%2%23%6%1%

d

Interlink / Interlink
4216-1013Express / Direct
1%*%*%2%-%4%1%

b

416*-611DPD
1%*%2%*%-%2%1%

ac

-117189City Link Post
-%*%*%2%18%3%1%

bcd

44-*-78DX
1%1%-%*%-%3%1%

bb

*-43-78Parcels to go
*%-%1%1%-%3%*%

c

2221-77Yodel
1%1%*%*%-%3%*%

*3*3-26TNT Post UK
*%1%*%1%-%1%*%

3*-1-25TNT Express
1%*%-%*%-%1%*%

Columns Tested: a,b - a,b,c,d
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QV4. And who does your organisation use for its mail service?
Base: All respondents
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

*3-1-55Pitney Bowes
*%1%-%*%-%2%*%

*-31-44Local Courier
*%-%1%*%-%2%*%

1-**-12Fastway Couriers
*%-%*%*%-%*%*%

***--11Interparcel
*%*%*%-%-%*%*%

*----**Neo Post
*%-%-%-%-%*%*%

-*----*Coopers Carriers
-%*%-%-%-%-%*%

--*--**Collect Plus
-%-%*%-%-%*%*%

-*---**Legal Post
-%*%-%-%-%*%*%

*-----*Priority Express
*%-%-%-%-%-%*%

MHI (Mail Handling
-------International)
-%-%-%-%-%-%-%

-------Eagle Couriers
-%-%-%-%-%-%-%

-------Lynx
-%-%-%-%-%-%-%

-------First Post
-%-%-%-%-%-%-%

-------One Post
-%-%-%-%-%-%-%

-------Wey Group International
-%-%-%-%-%-%-%

-------ENC
-%-%-%-%-%-%-%

-------Fast Track
-%-%-%-%-%-%-%

-------Tuffnels
-%-%-%-%-%-%-%

-------Euro
-%-%-%-%-%-%-%

-------UK / British Mail
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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QV4. And who does your organisation use for its mail service?
Base: All respondents
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

-------Freight - Better / Night
-%-%-%-%-%-%-%

-------Global Mailing
-%-%-%-%-%-%-%

-------Haynes
-%-%-%-%-%-%-%

-------Business Post
-%-%-%-%-%-%-%

-------AJG Parcels
-%-%-%-%-%-%-%

-------Parcel Line
-%-%-%-%-%-%-%

-------DHS
-%-%-%-%-%-%-%

-------Securicor
-%-%-%-%-%-%-%

4----*4None
1%-%-%-%-%*%*%

--2--22Don't know
-%-%*%-%-%1%*%

1631215-3046Other answers
4%1%3%4%-%12%3%

ccc

301337325317--1280NET: RM Only
75%84%81%82%-%-%80%

ddd

1015565647219285NET: RM and other
25%14%16%16%100%89%18%

abc

NET: Provider other than
18106-2525RM only
*%2%2%2%-%10%2%

dd
Columns Tested: a,b - a,b,c,d
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QV4. And who does your organisation use for its mail service?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

12686666799712321226111787151143771480Royal Mail
93%94%93%97%92%89%93%93%93%99%94%91%88%93%

abhimabefghikm

11*-*1---1-33312Parcelforce
1%1%-%1%1%-%-%-%1%-%2%2%3%1%

fk

10-*-*225--*--10APC
1%-%*%-%*%1%1%2%-%-%*%-%-%1%

jl

10---12231----10UK Mail
1%-%-%-%1%1%1%1%1%-%-%-%-%1%

8-*--232--*1-9UPS
1%-%1%-%-%1%1%1%-%-%*%1%-%1%

6***-2*3*---27TNT
*%*%*%1%-%1%*%1%*%-%-%-%2%*%

6***--3----227FedEx
*%*%*%1%-%-%1%-%-%-%-%1%2%*%

4-1-----1--3-5Hermes
*%-%1%-%-%-%-%-%1%-%-%2%-%*%

jm

4**---3-*-*--4Pitney Bowes
*%1%1%-%-%-%1%-%*%-%*%-%-%*%

Interlink / Interlink
3-*-*1*-1*---4Express / Direct
*%-%1%-%*%1%*%-%1%*%-%-%-%*%

3---12--**---3Yodel
*%-%-%-%1%1%-%-%*%*%-%-%-%*%

21*--2-------3DPD
*%1%1%-%-%1%-%-%-%-%-%-%-%*%

mm

3------3-----3DHL
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

1**--*--1----2City Link Post
*%1%1%-%-%*%-%-%1%-%-%-%-%*%

m

2-*--2-------2Parcels to go
*%-%1%-%-%1%-%-%-%-%-%-%-%*%

m

2*------1**--2DX
*%1%-%-%-%-%-%-%1%*%*%-%-%*%

m

2-----------22TNT Express
*%-%-%-%-%-%-%-%-%-%-%-%2%*%

jm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

1----------1-1TNT Post UK
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

---*---------*Neo Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

-*-----------*Fastway Couriers
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----------2-2Don't know
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

m

2111*4223-*52323Other answers
2%1%1%*%4%1%1%1%-%*%3%1%4%1%

ejeej

12686666799712321226111787151143771480NET: RM
93%94%93%97%92%89%93%93%93%99%94%91%88%93%

abhimabefghikm

NET: Provider other than
9845281516188191211109RM

7%6%7%3%8%11%7%7%7%1%6%8%12%7%

djddjdjddddjdj

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

7127695881337142364282333137201091191480Royal Mail
93%93%90%96%89%90%93%97%99%89%97%91%78%98%93%

bebebbebe

57----121-5--5-12Parcelforce
1%1%-%-%-%-%1%*%-%1%-%-%3%-%1%

gadg

55*--*95-2--*-10APC
1%1%1%-%-%1%1%1%-%*%-%-%*%-%1%

45*-*-9--7-21-10UK Mail
1%1%1%-%2%-%1%-%-%2%-%7%1%-%1%

bgg

531***8--4--4-9UPS
1%*%1%2%1%*%1%-%-%1%-%-%3%-%1%

gdg

161***63-1--3-7TNT
*%1%2%2%3%1%*%*%-%*%-%-%2%-%*%

aaeg

331-**63-4--*-7FedEx
*%*%1%-%1%1%*%*%-%1%-%-%*%-%*%

32----52-3----5Hermes
*%*%-%-%-%-%*%*%-%1%-%-%-%-%*%

411--14-*-4---4Pitney Bowes
1%*%1%-%-%1%*%-%*%-%3%-%-%-%*%

abeg

Interlink / Interlink
121-**3--2--*14Express / Direct
*%*%1%-%3%1%*%-%-%1%-%-%*%1%*%

aag

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

g

3-----3--1---23DPD
*%-%-%-%-%-%*%-%-%*%-%-%-%1%*%

g

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

g

11*--*2--*-**-2City Link Post
*%*%*%-%-%*%*%-%-%*%-%2%*%-%*%

*2----2*----2-2Parcels to go
*%*%-%-%-%-%*%*%-%-%-%-%1%-%*%

eg

-2*--*22*-----2DX
-%*%1%-%-%1%*%*%*%-%-%-%-%-%*%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

2-----2--2----2TNT Express
*%-%-%-%-%-%*%-%-%*%-%-%-%-%*%

-1----1-----1-1TNT Post UK
-%*%-%-%-%-%*%-%-%-%-%-%1%-%*%

g

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%*%-%-%-%*%

*-----*-----*-*Fastway Couriers
*%-%-%-%-%-%*%-%-%-%-%-%*%-%*%

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Don't know
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

12111-*1227*4--12-23Other answers
2%1%1%-%2%1%1%1%*%1%-%-%8%-%1%

adefg

7127695881337142364282333137201091191480NET: RM
93%93%90%96%89%90%93%97%99%89%97%91%78%98%93%

bebebbebe

NET: Provider other than
57536*241032313942323109RM

7%6%10%4%11%10%7%3%1%10%3%9%22%2%7%

adfgadefg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3225710915124388124773050424712341362717071480Royal Mail
100%98%94%87%96%93%94%80%94%99%80%96%84%87%96%93%93%

ddddcbcbdcd

----133102-102-2-312Parcelforce
-%-%-%-%1%1%*%3%*%-%3%*%-%2%-%*%1%

abaa

----*2810*-10*-*-310APC
-%-%-%-%*%1%1%3%*%-%3%*%-%*%-%*%1%

aba

---3-3481-81*-2810UK Mail
-%-%-%2%-%1%*%3%*%-%3%*%2%-%2%1%1%

acaba

--3*32263-63--*29UPS
-%-%4%*%2%1%*%2%*%-%2%*%-%-%1%*%1%

abdaaba

---***624*25**-67TNT
-%-%-%*%*%*%1%1%1%*%1%*%1%*%-%1%*%

---4*-342-42--*37FedEx
-%-%-%3%*%-%*%1%*%-%1%*%-%-%*%*%*%

abcaba

---*--222123---45Hermes
-%-%-%*%-%-%*%1%*%*%1%*%-%-%-%*%*%

--*3-1-14-14--*34Pitney Bowes
-%-%1%3%-%*%-%*%*%-%*%*%-%-%1%*%*%

aabc

Interlink / Interlink
-*-**1221-21*1-14Express / Direct
-%1%-%*%*%*%*%1%*%-%1%*%1%2%-%*%*%

aa

---*-*3*3-*32--23Yodel
-%-%-%*%-%*%*%*%*%-%*%*%11%-%-%*%*%

abc

-----1*21-21--*23DPD
-%-%-%-%-%*%*%1%*%-%1%*%-%-%1%*%*%

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

abbaa

-*--1-12-*2**--12City Link Post
-%1%-%-%1%-%*%1%-%*%1%*%1%-%-%*%*%

ba

--------2--2---*2Parcels to go
-%-%-%-%-%-%-%-%*%-%-%*%-%-%-%*%*%

---1*-*11-11----2DX
-%-%-%1%*%-%*%*%*%-%*%*%-%-%-%-%*%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

------2-2--2----2TNT Express
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%-%*%

------11--1----11TNT Post UK
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%*%*%

a

---*----*--*----*Neo Post
-%-%-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

-----*-*--*--*--*Fastway Couriers
-%-%-%-%-%*%-%*%-%-%*%-%-%1%-%-%*%

a

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------2--2---22Don't know
-%-%-%-%-%-%-%-%*%-%-%*%-%-%-%*%*%

-**-14188133815-3-1123Other answers
-%*%1%-%*%1%2%2%2%1%2%1%-%4%-%2%1%

a

3225710915124388124773050424712341362717071480NET: RM
100%98%94%87%96%93%94%80%94%99%80%96%84%87%96%93%93%

ddddcbcbdcd

NET: Provider other than
-*3167175462425624729351109RM
-%2%6%13%4%7%6%20%5%1%20%4%16%13%4%7%7%

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

Ofcom; Business Postal Tracker
Table 22  (continuation)                                                                                                                                                                        Page 295

QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-2011280471433-1480112231465471480Royal Mail
-%71%100%31%100%-%100%45%72%61%79%93%93%

bbbecebcde

48-11*12-541*212Parcelforce
17%3%-%7%*%11%-%19%12%2%1%*%1%

aaaabcaba

28-10-10-**55-10APC
7%3%-%7%-%9%-%1%*%10%8%-%1%

aaaaaa

27-8110--1*-510UK Mail
10%2%-%5%*%9%-%-%4%1%-%1%1%

aaa

*9-9-9-3-4*19UPS
1%3%-%6%-%8%-%11%-%8%1%*%1%

aaaabab

*7-7-7---*167TNT
2%2%-%5%-%7%-%-%-%*%1%1%*%

aaa

*6-7-7-23*2*7FedEx
2%2%-%4%-%6%-%8%8%*%3%*%*%

aaaaaa

23-5-5---*135Hermes
7%1%-%3%-%5%-%-%-%1%2%1%*%

aaa

13-4-4-----14Pitney Bowes
6%1%-%3%-%4%-%-%-%-%-%*%*%

aaa

Interlink / Interlink
-4-4-4-*-2-14Express / Direct
-%1%-%2%-%3%-%2%-%4%-%*%*%

aaaa

12-3-3--*-*33Yodel
6%1%-%2%-%3%-%-%1%-%*%1%*%

aaa

2*-2*3---2*13DPD
9%*%-%2%*%3%-%-%-%3%1%*%*%

aaa

-3-3-3-2-*--3DHL
-%1%-%2%-%2%-%10%-%*%-%-%*%

aaaabc

-2-2*2-1*-**2City Link Post
-%1%-%1%*%2%-%5%1%-%1%*%*%

aaaa

2*-2-2-----22Parcels to go
6%*%-%1%-%2%-%-%-%-%-%*%*%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-2-112--***-2DX
-%1%-%*%*%2%-%-%1%*%1%-%*%

aaa

-2-2-2---2--2TNT Express
-%1%-%1%-%2%-%-%-%3%-%-%*%

aaaa

-1-1-1-----11TNT Post UK
-%*%-%1%-%1%-%-%-%-%-%*%*%

aaa

*--*-*------*Neo Post
2%-%-%*%-%*%-%-%-%-%-%-%*%

aa

*--*-*---*--*Fastway Couriers
2%-%-%*%-%*%-%-%-%1%-%-%*%

aaa

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------22Don't know
-%-%-%-%-%-%-%-%-%-%-%*%*%

616-22*23--*321423Other answers
25%6%-%15%*%21%-%-%1%6%3%2%1%

aaa

-2011280471433-1480112231465471480NET: RM
-%71%100%31%100%-%100%45%72%61%79%93%93%

bbbecebcde

NET: Provider other than
2584-1054109-149201242109RM

100%29%-%69%*%100%-%55%28%39%21%7%7%

aaaabdaaba
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

981419409319103231009221432543142985914054112418111480Royal Mail
85%94%86%98%96%78%94%77%94%86%94%93%94%90%93%94%93%

acadfdffdfdfdfc

3810--126831285872312Parcelforce
3%*%2%-%-%3%1%3%1%2%*%1%1%1%1%*%1%

bbcabcegabcega

-106--10762101051046*10APC
-%1%1%-%-%2%1%2%*%2%1%*%1%1%2%*%1%

cabcegabcaa

-631-6847762612610UK Mail
-%*%1%*%-%1%1%1%1%1%*%*%*%*%1%1%1%

abcabcabc

*951-787189793339UPS
*%1%1%*%-%2%1%2%*%1%1%1%1%1%1%*%1%

abcege

276**654276562*57TNT
2%*%1%*%4%1%*%1%*%1%*%1%*%*%*%1%*%

bcc

356*-646*75536*17FedEx
2%*%1%*%-%2%*%2%*%1%*%1%*%1%*%*%*%

bbcabcegacea

253--5*2*52222215Hermes
2%*%1%-%-%1%*%1%*%1%*%*%*%*%1%*%*%

bcacgacg

-4**-*1*1*4441*34Pitney Bowes
-%*%*%*%-%*%*%*%*%*%*%*%*%*%*%*%*%

Interlink / Interlink
*42--422244341*24Express / Direct
*%*%*%-%-%1%*%1%*%1%*%*%*%*%*%*%*%

-2*--32*22222-*33Yodel
-%*%*%-%-%1%*%*%*%*%*%*%*%-%*%*%*%

*12--312*311121*3DPD
*%*%1%-%-%1%*%1%*%*%*%*%*%*%*%*%*%

acg

-3**-2*-23333-2*3DHL
-%*%*%*%-%1%*%-%1%*%*%*%*%-%1%*%*%

ggac

-22*-222122221-12City Link Post
-%*%*%*%-%*%*%1%*%*%*%*%*%*%-%*%*%

2*2--2-2-22222--2Parcels to go
2%*%*%-%-%*%-%1%-%*%*%*%*%*%-%-%*%

bbacg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-2*--12-*12222*-2DX
-%*%*%-%-%*%*%-%*%*%*%*%*%*%*%-%*%

-22--222-22-2--22TNT Express
-%*%*%-%-%*%*%1%-%*%*%-%*%-%-%*%*%

b

-11--11--11-1--11TNT Post UK
-%*%*%-%-%*%*%-%-%*%*%-%*%-%-%*%*%

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%*%-%*%*%*%-%-%*%*%

***--*-*-****--**Fastway Couriers
*%*%*%-%-%*%-%*%-%*%*%*%*%-%-%*%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2-2-----2--2Don't know
-%-%-%-%-%*%-%1%-%-%-%-%-%*%-%-%*%

abcg

520142-171716517211220811423Other answers
4%1%3%1%-%4%2%6%1%3%1%1%1%2%*%2%1%

bbcabcdegabce

981419409319103231009221432543142985914054112418111480NET: RM
85%94%86%98%96%78%94%77%94%86%94%93%94%90%93%94%93%

acadfdffdfdfdfc

NET: Provider other than
1892676*9170632792896086421948109RM
15%6%14%2%4%22%6%22%6%14%6%7%6%9%7%6%7%

bbcabcdegabcega
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

19411191631521453742-1451111214591249145313094212994811441480Royal Mail
96%94%83%81%93%91%-%93%91%93%93%93%95%96%94%95%95%93%

aacc

3352126-12111211128--7512Parcelforce
2%*%3%1%1%1%-%1%1%1%1%1%1%-%-%1%*%1%

bb

*283106-1010108105-38*10APC
*%*%4%2%1%1%-%1%1%1%1%1%*%-%2%1%*%1%

bcca

-10-2109-1010106105-22310UK Mail
-%1%-%1%1%1%-%1%1%1%*%1%*%-%1%*%*%1%

-8*395-999999--569UPS
-%1%*%1%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

*43*75-7776752-377TNT
*%*%2%*%*%1%-%*%1%*%*%*%*%4%-%*%1%*%

bac

-16474-667576--537FedEx
-%*%3%2%*%1%-%*%1%*%*%*%*%-%-%*%*%*%

bcab

-5*252-525353--235Hermes
-%*%*%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

b

-41-44-444443---34Pitney Bowes
-%*%*%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

Interlink / Interlink
-*3144-444244--234Express / Direct
-%*%2%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

b

2*1131-33323*--*23Yodel
1%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

bb

-2**32-33323*--*-3DPD
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

-3--3*-333332-**33DHL
-%*%-%-%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

-2**22-222222--222City Link Post
-%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-2-*2*-22****---*2Parcels to go
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

*2--22-222222--222DX
*%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-2-222-222222---22TNT Express
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

*%       *%       -%          -%       -%      *%      *%      *%      *%      *%     *%         -%       *%       *%            1%       -%         *%       -%
b

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

-1--11-111-11--1-1TNT Post UK
-%*%-%-%*%*%-%*%*%*%-%*%*%-%-%*%-%*%

--*-**-*****-----*Neo Post
-%-%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

--****-*****-----*Fastway Couriers
-%-%*%*%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2222-22222-----2Don't know
-%-%1%1%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

bb

2191102318-232123202310-261523Other answers
1%2%1%5%1%2%-%1%2%1%1%1%1%-%2%1%1%1%

ab

19411191631521453742-1451111214591249145313094212994811441480NET: RM
96%94%83%81%93%91%-%93%91%93%93%93%95%96%94%95%95%93%

aacc

NET: Provider other than
869323310975-1091031088810868284659109RM
4%6%16%18%7%9%-%7%8%7%7%7%5%4%6%5%5%7%

bcab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

13937121526567115614313375499311299721001480Royal Mail
62%70%95%92%86%95%99%92%94%93%96%83%69%93%

abaaba

11134*5-1211164212Parcelforce
5%2%*%1%1%*%-%1%*%1%*%5%1%1%

bc

524535-10553-710APC
2%4%*%2%4%*%-%1%1%1%*%-%5%1%

babc

10-34-3-10374-610UK Mail
4%-%*%1%-%*%-%1%*%1%*%-%4%1%

bbc

545436-9543239UPS
2%8%*%1%4%*%-%1%1%*%*%3%2%1%

bacc

527--3-7*75127TNT
2%4%1%-%-%*%-%*%*%1%*%1%1%*%

526*-5-724*337FedEx
2%3%*%*%-%*%-%*%*%*%*%4%2%*%

cc

5-3**3-55*41-5Hermes
2%-%*%*%1%*%-%*%1%*%*%1%-%*%

a

4-3--3-4144**4Pitney Bowes
2%-%*%-%-%*%-%*%*%*%*%1%*%*%

Interlink / Interlink
3*4--4-4221-34Express / Direct
2%*%*%-%-%*%-%*%*%*%*%-%2%*%

c

3**22*-322**33Yodel
1%*%*%1%2%*%-%*%*%*%*%*%2%*%

bac

12*--*-3-31-23DPD
1%3%*%-%-%*%-%*%-%*%*%-%1%*%

c

3-3--3-32*--*3DHL
1%-%*%-%-%*%-%*%*%*%-%-%*%*%

112--2-2*2**22City Link Post
*%2%*%-%-%*%-%*%*%*%*%*%1%*%

c

2**--*-2*2--22Parcels to go
1%1%*%-%-%*%-%*%*%*%-%-%1%*%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

2-2**1*2-22-*2DX
1%-%*%*%*%*%*%*%-%*%*%-%*%*%

--2--2-2-22--2TNT Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

-11--1-1-1--11TNT Post UK
-%2%*%-%-%*%-%*%-%*%-%-%1%*%

bc

*------*-**--*Neo Post
*%-%-%-%-%-%-%*%-%*%*%-%-%*%

*------*-*-*-*Fastway Couriers
*%-%-%-%-%-%-%*%-%*%-%1%-%*%

c

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------22---22Don't know
1%-%-%-%-%-%-%*%*%-%-%-%1%*%

c

19-115211121815132823Other answers
9%-%1%2%3%1%1%1%1%2%1%2%5%1%

ac

13937121526567115614313375499311299721001480NET: RM
62%70%95%92%86%95%99%92%94%93%96%83%69%93%

abaaba

NET: Provider other than
85166024115821073673481444109RM
38%30%5%8%14%5%1%7%6%7%4%17%30%7%

babcbc

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

37737237335831521480Royal Mail
94%93%93%93%48%62%93%

-8-4-1112Parcelforce
-%2%-%1%-%5%1%

bdbd

55-*-710APC
1%1%-%*%-%3%1%

abab

-235-1010UK Mail
-%*%1%1%-%4%1%

d

5*31269UPS
1%*%1%*%34%3%1%

*241-77TNT
*%*%1%*%-%3%*%

214*-57FedEx
*%*%1%*%-%2%*%

-311-55Hermes
-%1%*%*%-%2%*%

*3-1-44Pitney Bowes
*%1%-%*%-%2%*%

Interlink / Interlink
*111-34Express / Direct
*%*%*%*%-%1%*%

*21--33Yodel
*%*%*%-%-%1%*%

**2--23DPD
*%*%*%-%-%1%*%

3----33DHL
1%-%-%-%-%1%*%

-1-2112City Link Post
-%*%-%*%18%*%*%

--2*-22Parcels to go
-%-%*%*%-%1%*%

11---12DX
*%*%-%-%-%*%*%

2-----2TNT Express
*%-%-%-%-%-%*%

---1--1TNT Post UK
-%-%-%*%-%-%*%

*----**Neo Post
*%-%-%-%-%*%*%

Columns Tested: a,b - a,b,c,d
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

*----**Fastway Couriers
*%-%-%-%-%*%*%

*-----*Priority Express
*%-%-%-%-%-%*%

MHI (Mail Handling
-------International)
-%-%-%-%-%-%-%

-------Local Courier
-%-%-%-%-%-%-%

-------Eagle Couriers
-%-%-%-%-%-%-%

-------Lynx
-%-%-%-%-%-%-%

-------First Post
-%-%-%-%-%-%-%

-------One Post
-%-%-%-%-%-%-%

-------Wey Group International
-%-%-%-%-%-%-%

-------ENC
-%-%-%-%-%-%-%

-------Fast Track
-%-%-%-%-%-%-%

-------Tuffnels
-%-%-%-%-%-%-%

-------Euro
-%-%-%-%-%-%-%

-------UK / British Mail
-%-%-%-%-%-%-%

-------Freight - Better / Night
-%-%-%-%-%-%-%

-------Global Mailing
-%-%-%-%-%-%-%

-------Haynes
-%-%-%-%-%-%-%

-------Business Post
-%-%-%-%-%-%-%

-------Legal Post
-%-%-%-%-%-%-%

-------AJG Parcels
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

-------Parcel Live
-%-%-%-%-%-%-%

-------Coopers Carriers
-%-%-%-%-%-%-%

-------DHS
-%-%-%-%-%-%-%

-------Collect Plus
-%-%-%-%-%-%-%

-------Interparcel
-%-%-%-%-%-%-%

-------Securicor
-%-%-%-%-%-%-%

-------None
-%-%-%-%-%-%-%

--2--22Don't know
-%-%*%-%-%1%*%

6*710-1923Other answers
1%*%2%3%-%8%1%

ccc

37737237335831521480NET: RM
94%93%93%93%48%62%93%

NET: Provider other than
26282729492109RM

6%7%7%7%52%38%7%

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

Ofcom; Business Postal Tracker
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items mailed?
Base: All respondents

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

12296665789811420724911584151137731437Royal Mail
90%93%91%96%93%83%91%89%92%96%94%88%83%90%

hahhabfhmahhabhah

14-1**255--*2-15APC
1%-%1%*%*%1%2%2%-%-%*%1%-%1%

ll

13*-*12--1-33313Parcelforce
1%1%-%1%1%1%-%-%1%-%2%2%3%1%

fk

11-1--4-31--3-12Hermes
1%-%1%-%-%3%-%1%1%-%-%2%-%1%

jlmj

11-1--23211*1-12UPS
1%-%1%-%-%1%1%1%1%1%*%1%-%1%

11----2251----11UK Mail
1%-%-%-%-%1%1%2%1%-%-%-%-%1%

jl

9*11-213*--*311TNT
1%*%1%2%-%1%*%1%*%-%-%*%4%1%

blm

9***--3-11-2210FedEx
1%*%*%1%-%-%1%-%1%2%-%1%2%1%

7--*-2-5*--*-7DHL
1%-%-%*%-%1%-%2%*%-%-%*%-%*%

Interlink / Interlink
5-1-*1**1*--26Express / Direct
*%-%1%-%*%1%*%*%1%*%-%-%2%*%

jlm

41*--23------5DPD
*%1%1%-%-%1%1%-%-%-%-%-%-%*%

4-*--2-2-----4Parcels to go
*%-%1%-%-%1%-%1%-%-%-%-%-%*%

4**---3-*-*--4Pitney Bowes
*%1%1%-%-%-%1%-%*%-%*%-%-%*%

3---12--**---3Yodel
*%-%-%-%1%1%-%-%*%*%-%-%-%*%

21-------**2-3DX
*%2%-%-%-%-%-%-%-%*%*%1%-%*%

jmm

3----1------23TNT Express
*%-%-%-%-%1%-%-%-%-%-%-%2%*%

jm

1**-----1----2City Link Post
*%1%1%-%-%-%-%-%1%-%-%-%-%*%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

1----------1-1TNT Post UK
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

-1-----------1Fastway Couriers
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Neo Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

*-----------**Local Courier
*%-%-%-%-%-%-%-%-%-%-%-%*%*%

*---------*--*Interparcel
*%-%-%-%-%-%-%-%-%-%*%-%-%*%

--*----------*Priority Express
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----------2-2Don't know
*%-%-%-%-%-%-%-%-%-%-%1%-%*%

m

251114225-*53327Other answers
2%1%1%1%4%1%1%2%-%*%3%2%4%2%

ejeej

12296665789811420724911584151137731437NET: RM
90%93%91%96%93%83%91%89%92%96%94%88%83%90%

hahhabfhmahhabhah

NET: Provider other than
138563724213110491715152RM

10%7%9%4%7%17%9%11%8%4%6%11%17%10%

jcdeijklmjjcdijl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

687750548123413836328232113319961181437Royal Mail
89%91%85%94%84%83%91%95%99%86%94%88%68%96%90%

bcebebebbebe

951--1145-5--*215APC
1%1%1%-%-%1%1%1%-%1%-%-%*%1%1%

68----133-5--4-13Parcelforce
1%1%-%-%-%-%1%*%-%1%-%-%3%-%1%

dg

57----124-5--3-12Hermes
1%1%-%-%-%-%1%1%-%1%-%-%2%-%1%

751***111-6--4-12UPS
1%1%1%2%1%*%1%*%-%2%-%-%3%-%1%

gdg

74*-*-10--5-24-11UK Mail
1%1%1%-%2%-%1%-%-%1%-%7%3%-%1%

bgg

471**194-1-*4-11TNT
*%1%2%4%3%2%1%1%-%*%-%2%3%-%1%

aaaeg

461-*193-7--1-10FedEx
1%1%2%-%3%2%1%*%-%2%-%-%*%-%1%

aaag

521-*162-2--3-7DHL
1%*%1%-%1%2%*%*%-%1%-%-%2%-%*%

ag

Interlink / Interlink
331-*15*-2--216Express / Direct
*%*%2%-%3%2%*%*%-%1%-%-%2%1%*%

aaagg

33*--*53-1--*25DPD
*%*%*%-%-%1%*%*%-%*%-%-%*%1%*%

32----4*--2-2-4Parcels to go
*%*%-%-%-%-%*%*%-%-%2%-%1%-%*%

egeg

411--14-*-4---4Pitney Bowes
1%*%1%-%-%1%*%-%*%-%3%-%-%-%*%

abeg

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

g

22*--*31*2----3DX
*%*%1%-%-%1%*%*%*%*%-%-%-%-%*%

21----3--21---3TNT Express
*%*%-%-%-%-%*%-%-%*%1%-%-%-%*%

g
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

11----2----**-2City Link Post
*%*%-%-%-%-%*%-%-%-%-%2%*%-%*%

-1----1-----1-1TNT Post UK
-%*%-%-%-%-%*%-%-%-%-%-%1%-%*%

g

***--***----*-1Fastway Couriers
*%*%*%-%-%*%*%*%-%-%-%-%*%-%*%

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%*%-%-%-%*%

*-*--*-*------*Local Courier
*%-%*%-%-%*%-%*%-%-%-%-%-%-%*%

a

-**-*---*-----*Interparcel
-%*%*%-%1%-%-%-%*%-%-%-%-%-%*%

a

*-*--*------*-*Priority Express
*%-%*%-%-%*%-%-%-%-%-%-%*%-%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2--2----2Don't know
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

13151-*1266*6-*14-27Other answers
2%2%2%-%2%3%2%1%*%2%-%1%10%-%2%

adefg

687750548123413836328232113319961181437NET: RM
89%91%85%94%84%83%91%95%99%86%94%88%68%96%90%

bcebebebbebe

NET: Provider other than
8171101271433315183454152RM
11%9%15%6%16%17%9%5%1%14%6%12%32%4%10%

aaaadfgadefg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3215610515023385423270650023212051261686891437Royal Mail
100%93%91%85%95%90%91%75%91%98%75%94%80%86%93%91%90%

bddcbcbdd

----*59132-132-1-315APC
-%-%-%-%*%2%1%4%*%-%4%*%-%1%-%*%1%

aba

----135104-104-1-413Parcelforce
-%-%-%-%1%1%*%3%*%-%3%*%-%2%-%*%1%

aba

---2-2556157---912Hermes
-%-%-%2%-%1%1%2%1%*%2%1%-%-%-%1%1%

aa

--4132393-93--2212UPS
-%-%6%1%2%1%*%3%*%-%3%*%-%-%3%*%1%

abcdfaabaa

---3-3582-82*-2911UK Mail
-%-%-%2%-%1%1%3%*%-%3%*%2%-%2%1%1%

acaba

--1*11837*37**1611TNT
-%-%1%*%1%*%1%1%1%*%1%1%2%*%1%1%1%

a

-1*4*1482-82***510FedEx
-%2%*%3%*%*%*%3%*%-%3%*%1%*%*%1%1%

abcaba

---2*2333235*3--7DHL
-%-%-%2%*%1%*%1%*%*%1%*%2%4%-%-%*%

aaa

Interlink / Interlink
-*-**1333-33*2*16Express / Direct
-%2%-%*%*%*%*%1%*%-%1%*%1%2%*%*%*%

aa

---*-*321323--*55DPD
-%-%-%*%-%*%*%1%*%*%1%*%-%-%*%1%*%

------2-4--4---34Parcels to go
-%-%-%-%-%-%*%-%1%-%-%*%-%-%-%*%*%

--*3-1-14-14--*34Pitney Bowes
-%-%1%3%-%*%-%*%*%-%*%*%-%-%1%*%*%

aabc

---*-*3*3-*32--23Yodel
-%-%-%*%-%*%*%*%*%-%*%*%11%-%-%*%*%

abc

-*-1*-212-12----3DX
-%2%-%*%*%-%*%*%*%-%*%*%-%-%-%-%*%

ab

---1--2-3--3----3TNT Express
-%-%-%1%-%-%*%-%*%-%-%*%-%-%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

----1-12-*2*---12City Link Post
-%-%-%-%1%-%*%1%-%*%1%*%-%-%-%*%*%

ba

------11--1----11TNT Post UK
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%*%*%

a

----**-1--1--1--1Fastway Couriers
-%-%-%-%*%*%-%*%-%-%*%-%-%1%-%-%*%

a

---*----*--*----*Neo Post
-%-%-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

---*---*--*-*---*Local Courier
-%-%-%*%-%-%-%*%-%-%*%-%1%-%-%-%*%

a

-----*-*--*-----*Interparcel
-%-%-%-%-%*%-%*%-%-%*%-%-%-%-%-%*%

------**--*-----*Priority Express
-%-%-%-%-%-%*%*%-%-%*%-%-%-%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------2--2---22Don't know
-%-%-%-%-%-%-%-%*%-%-%*%-%-%-%*%*%

-****6208173820-3*1627Other answers
-%*%1%*%*%2%2%3%2%1%3%2%-%4%*%2%2%

aa

3215610515023385423270650023212051261686891437NET: RM
100%93%91%85%95%90%91%75%91%98%75%94%80%86%93%91%90%

bddcbcbdd

NET: Provider other than
-251972781776697775310569152RM
-%7%9%15%5%10%9%25%9%2%25%6%20%14%7%9%10%

accabaaab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-1581280-143741433101730445101437Royal Mail
-%55%100%-%100%4%97%40%57%60%76%86%90%

bbbdebcde

213-15-105**55415APC
7%5%-%10%-%9%*%1%*%10%9%1%1%

aaaaa

49-13-1124411313Parcelforce
17%3%-%9%-%10%*%17%12%2%1%1%1%

aaaabcab

210-12-57-2*1912Hermes
7%4%-%8%-%5%*%-%5%1%2%1%1%

aaa

*12-12-93314*312UPS
1%4%-%8%-%8%*%11%4%8%1%1%1%

aaaabaab

28-11-82-1*-711UK Mail
10%3%-%7%-%8%*%-%4%1%-%1%1%

aaa

*10-11-73--*1911TNT
2%4%-%7%-%7%*%-%-%1%2%2%1%

aaa

*10-10-7444*2*10FedEx
2%3%-%7%-%6%*%15%14%*%3%*%1%

aaaabcabca

-7-7-352-*-57DHL
-%3%-%5%-%2%*%10%-%*%-%1%*%

aaaabc

Interlink / Interlink
-6-6-421-2-36Express / Direct
-%2%-%4%-%3%*%2%-%4%-%1%*%

aaaa

23-5-23--2*35DPD
9%1%-%3%-%2%*%-%-%3%1%1%*%

aaaa

23-4-22----44Parcels to go
6%1%-%3%-%2%*%-%-%-%-%1%*%

aaa

13-4-4-----14Pitney Bowes
6%1%-%3%-%4%-%-%-%-%-%*%*%

aaa

12-3-3--*-*33Yodel
6%1%-%2%-%3%-%-%1%-%*%1%*%

aaa

-3-3-13-***23DX
-%1%-%2%-%1%*%-%1%*%1%*%*%

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

Ofcom; Business Postal Tracker
Table 23  (continuation)                                                                                                                                                                        Page 320

QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-3-3-21--2-13TNT Express
-%1%-%2%-%2%*%-%-%3%-%*%*%

aaaa

-2-2-2-1--**2City Link Post
-%1%-%1%-%2%-%5%-%-%1%*%*%

aaaa

-1-1-1-----11TNT Post UK
-%*%-%1%-%1%-%-%-%-%-%*%*%

aaa

**-1-**--1--1Fastway Couriers
2%*%-%*%-%*%*%-%-%1%-%-%*%

aaa

*--*-*------*Neo Post
2%-%-%*%-%*%-%-%-%-%-%-%*%

aa

-*-*--*----**Local Courier
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*--*----**Interparcel
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*-*--*---*Priority Express
-%*%-%*%-%*%-%-%*%-%-%-%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------22Don't know
-%-%-%-%-%-%-%-%-%-%-%*%*%

621-27-225-*321827Other answers
25%7%-%18%-%21%*%-%1%6%4%3%2%

aaa

-1581280-143741433101730445101437NET: RM
-%55%100%-%100%4%97%40%57%60%76%86%90%

bbbdebcde

NET: Provider other than
25127-152-105471513211478152RM

100%45%-%100%-%96%3%60%43%40%24%13%10%

aaaababaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

91138138630810291976195422502138882713694012307891437Royal Mail
79%91%81%95%94%70%90%68%92%79%91%90%92%88%88%92%90%

acadfdffdfdfdfc

-158--1511106151561466215APC
-%1%2%-%-%3%1%4%1%2%1%1%1%1%2%*%1%

cabcegabcgaa

3710--136831275763413Parcelforce
3%*%2%-%-%3%1%3%1%2%*%*%1%1%1%*%1%

bbcabcegabceg

41274-83621299952512Hermes
3%1%1%1%-%2%*%2%*%2%1%1%1%1%1%1%1%

bacegacegg

31073-91081111081053512UPS
2%1%1%1%-%2%1%3%*%2%1%1%1%1%1%1%1%

babcegace

-71--896787*712711UK Mail
-%*%*%-%-%2%1%2%1%1%*%*%*%*%1%1%1%

cbabcgabcabc

3118**10874896931711TNT
2%1%2%*%4%2%1%2%1%1%1%1%1%1%*%1%1%

bcabcg

3710*-10791109859*110FedEx
3%*%2%*%-%2%1%3%*%2%1%1%*%2%*%*%1%

bbcabcegacegab

-733-45*37777-527DHL
-%*%1%1%-%1%*%*%1%1%*%1%*%-%2%*%*%

ac

Interlink / Interlink
*64-*643266562226Express / Direct
*%*%1%-%1%1%*%1%1%1%*%1%*%*%1%*%*%

c

142--535154312*35DPD
1%*%*%-%-%1%*%2%*%1%*%*%*%*%*%*%*%

cabcega

2342-222-444422-4Parcels to go
2%*%1%1%-%*%*%1%-%1%*%*%*%*%1%-%*%

bba

-4**-*1*1*4441*34Pitney Bowes
-%*%*%*%-%*%*%*%*%*%*%*%*%*%*%*%*%

-2*--32*22222-*33Yodel
-%*%*%-%-%1%*%*%*%*%*%*%*%-%*%*%*%

*322-12-*33331*23DX
*%*%*%1%-%*%*%-%*%*%*%*%*%*%*%*%*%

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

Ofcom; Business Postal Tracker
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-33--333-3313--33TNT Express
-%*%1%-%-%1%*%1%-%*%*%*%*%-%-%*%*%

abce

-22*-222*22221-12City Link Post
-%*%*%*%-%*%*%1%*%*%*%*%*%*%-%*%*%

-11--11--11-1--11TNT Post UK
-%*%*%-%-%*%*%-%-%*%*%-%*%-%-%*%*%

11*--1*1*1111-**1Fastway Couriers
1%*%*%-%-%*%*%*%*%*%*%*%*%-%*%*%*%

b

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%*%-%*%*%*%-%-%*%*%

-*-*--*---*-*--**Local Courier
-%*%-%*%-%-%*%-%-%-%*%-%*%-%-%*%*%

-*-*--*-*****-*-*Interparcel
-%*%-%*%-%-%*%-%*%*%*%*%*%-%*%-%*%

-**--*---*****--*Priority Express
-%*%*%-%-%*%-%-%-%*%*%*%*%*%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2-2-----2--2Don't know
-%-%-%-%-%*%-%1%-%-%-%-%-%*%-%-%*%

abcg

525172*212218522261725831727Other answers
4%2%4%1%1%5%2%6%1%3%2%2%2%2%1%2%2%

bbcabcdegabce

91138138630810291976195422502138882713694012307891437NET: RM
79%91%81%95%94%70%90%68%92%79%91%90%92%88%88%92%90%

acadfdffdfdfdfc

NET: Provider other than
2413090181123103893813212991122523070152RM
21%9%19%5%6%30%10%31%8%21%9%10%8%11%12%8%10%

bbcabcdegabceg

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

Ofcom; Business Postal Tracker
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

18610961511411410714-1409107114161210141012784111792111141437Royal Mail
92%92%77%76%90%87%-%90%88%90%90%90%93%93%86%93%93%90%

aaacca

*683157-151515121510-311515APC
*%1%4%2%1%1%-%1%1%1%1%1%1%-%2%1%*%1%

bcc

3372138-13121312139--7513Parcelforce
2%*%4%1%1%1%-%1%1%1%1%1%1%-%-%1%*%1%

bb

2735128-109129124-67712Hermes
1%1%1%3%1%1%-%1%1%1%1%1%*%-%4%1%1%1%

abc

-1024128-121212121212--6812UPS
-%1%1%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

-11-2118-1111117116-24411UK Mail
-%1%-%1%1%1%-%1%1%1%1%1%*%-%1%*%*%1%

1641118-1110119118216811TNT
*%*%2%*%1%1%-%1%1%1%1%1%1%4%*%1%1%1%

bc

1195106-109108107137510FedEx
*%*%5%2%1%1%-%1%1%1%1%1%1%3%2%1%*%1%

bcabcc

-53374-777777-*377DHL
-%*%1%1%*%1%-%*%1%*%1%*%1%-%*%*%1%*%

Interlink / Interlink
-33265-666566-*256Express / Direct
-%*%2%1%*%1%-%*%*%*%*%*%*%-%*%*%*%*%

b

-5*355-555253--*35DPD
-%*%*%1%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

b

22-*4*-443333--234Parcels to go
1%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

b

-41-44-444443---34Pitney Bowes
-%*%*%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

2*1131-33323*--*23Yodel
1%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

bb

*3-*32-333333--313DX
*%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-3-232-333333--133TNT Express
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

-2-*22-222222--222City Link Post
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

-1--11-111-11--1-1TNT Post UK
-%*%-%-%*%*%-%*%*%*%-%*%*%-%-%*%-%*%

*-*11*-11111*--**1Fastway Couriers
*%-%*%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

--*-**-*****-----*Neo Post
-%-%*%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*-----*-****---**Local Courier
-%*%-%-%-%-%-%*%-%*%*%*%*%-%-%-%*%*%

----**-******---**Interparcel
-%-%-%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

-*--**-******--***Priority Express
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2222-22222-----2Don't know
-%-%1%1%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

bb

6202102722-272627252712*5101827Other answers
3%2%1%5%2%3%-%2%2%2%2%2%1%*%4%1%1%2%

abc

18610961511411410714-1409107114161210141012784111792111141437NET: RM
92%92%77%76%90%87%-%90%88%90%90%90%93%93%86%93%93%90%

aaacca

NET: Provider other than
16914444152103-150144151127151993207489152RM

8%8%23%23%10%13%-%10%12%10%9%10%7%7%14%7%7%10%

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

Ofcom; Business Postal Tracker
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

1162311852526511231421295539898127567861437Royal Mail
52%43%93%87%83%93%99%90%92%89%95%77%59%90%

abaaba

538539-155107-815APC
2%5%1%2%4%1%-%1%1%1%1%-%5%1%

babc

12154*7-1311265213Parcelforce
5%2%*%1%1%1%-%1%*%1%*%6%1%1%

bbac

10282*8-127554312Hermes
5%3%1%1%1%1%-%1%1%*%*%4%2%1%

cc

755647-126562312UPS
3%8%*%2%5%1%-%1%1%1%*%3%2%1%

bacc

8263-3-11384-711UK Mail
4%5%*%1%-%*%-%1%*%1%*%-%5%1%

bc

8310*-6-1111061411TNT
4%5%1%*%-%1%-%1%*%1%*%1%3%1%

c

7382*8-104615510FedEx
3%6%1%1%*%1%-%1%1%1%*%5%3%1%

cc

7*7**7-7253*27DHL
3%*%1%*%*%1%-%*%*%*%*%*%1%*%

c

Interlink / Interlink
5*42*4-6333-36Express / Direct
2%1%*%1%*%*%-%*%1%*%*%-%2%*%

c

14*3-3-5-53-25DPD
*%8%*%1%-%*%-%*%-%1%*%-%1%*%

bbc

4*3--3-4*4--44Parcels to go
2%1%*%-%-%*%-%*%*%*%-%-%3%*%

c

4-3--3-4144**4Pitney Bowes
2%-%*%-%-%*%-%*%*%*%*%1%*%*%

3**22*-322**33Yodel
1%*%*%1%2%*%-%*%*%*%*%*%2%*%

bac

3-3**1*3-33-*3DX
1%-%*%*%*%*%*%*%-%*%*%-%*%*%

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

Ofcom; Business Postal Tracker
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

-13--3-3123--3TNT Express
-%2%*%-%-%*%-%*%*%*%*%-%-%*%

b

112--2-2-2*-22City Link Post
*%2%*%-%-%*%-%*%-%*%*%-%1%*%

c

-11--1-1-1--11TNT Post UK
-%2%*%-%-%*%-%*%-%*%-%-%1%*%

bc

**-*-*-1-1-**1Fastway Couriers
*%*%-%*%-%*%-%*%-%*%-%1%*%*%

c

*------*-**--*Neo Post
*%-%-%-%-%-%-%*%-%*%*%-%-%*%

*-*--*-**-*--*Local Courier
*%-%*%-%-%*%-%*%*%-%*%-%-%*%

*-*--*-**-*--*Interparcel
*%-%*%-%-%*%-%*%*%-%*%-%-%*%

--*--*-*-**--*Priority Express
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------22---22Don't know
1%-%-%-%-%-%-%*%*%-%-%-%1%*%

c

193138213226820182827Other answers
9%5%1%3%3%1%1%2%1%2%1%2%6%2%

bc

1162311852526511231421295539898127567861437NET: RM
52%43%93%87%83%93%99%90%92%89%95%77%59%90%

abaaba

NET: Provider other than
1083090371390215046106721958152RM

48%57%7%13%17%7%1%10%8%11%5%23%40%10%

babcbc

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

Ofcom; Business Postal Tracker
Table 23  (continuation)                                                                                                                                                                        Page 331

QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

36136836134831201437Royal Mail
89%92%90%90%48%49%90%

95**-815APC
2%1%*%*%-%3%1%

aba

28*4-1313Parcelforce
*%2%*%1%-%5%1%

bd

-553-912Hermes
-%1%1%1%-%4%1%

dd

6*332912UPS
2%*%1%1%34%4%1%

c

-237-1111UK Mail
-%*%1%2%-%4%1%

d

2251-1011TNT
1%*%1%*%-%4%1%

226*-910FedEx
1%*%1%*%-%4%1%

a

5*2--77DHL
1%*%*%-%-%3%*%

ac

Interlink / Interlink
2211-56Express / Direct
*%*%*%*%-%2%*%

-*4*-55DPD
-%*%1%*%-%2%*%

d

--23-44Parcels to go
-%-%*%1%-%2%*%

*3-1-44Pitney Bowes
*%1%-%*%-%2%*%

*21--33Yodel
*%*%*%-%-%1%*%

21---33DX
1%*%-%-%-%1%*%

2--1--3TNT Express
*%-%-%*%-%-%*%

-*-2112City Link Post
-%*%-%*%18%*%*%

---1--1TNT Post UK
-%-%-%*%-%-%*%

Columns Tested: a,b - a,b,c,d
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
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Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

1----11Fastway Couriers
*%-%-%-%-%*%*%

*----**Neo Post
*%-%-%-%-%*%*%

*----**Local Courier
*%-%-%-%-%*%*%

-*---**Interparcel
-%*%-%-%-%*%*%

*-----*Priority Express
*%-%-%-%-%-%*%

MHI (Mail Handling
-------International)
-%-%-%-%-%-%-%

-------Eagle Couriers
-%-%-%-%-%-%-%

-------Lynx
-%-%-%-%-%-%-%

-------First Post
-%-%-%-%-%-%-%

-------One Post
-%-%-%-%-%-%-%

-------Wey Group International
-%-%-%-%-%-%-%

-------ENC
-%-%-%-%-%-%-%

-------Fast Track
-%-%-%-%-%-%-%

-------Tuffnels
-%-%-%-%-%-%-%

-------Euro
-%-%-%-%-%-%-%

-------UK / British Mail
-%-%-%-%-%-%-%

-------Freight - Better / Night
-%-%-%-%-%-%-%

-------Global Mailing
-%-%-%-%-%-%-%

-------Haynes
-%-%-%-%-%-%-%

-------Business Post
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

-------Legal Post
-%-%-%-%-%-%-%

-------AJG Parcels
-%-%-%-%-%-%-%

-------Parcel Live
-%-%-%-%-%-%-%

-------Coopers Carriers
-%-%-%-%-%-%-%

-------DHS
-%-%-%-%-%-%-%

-------Collect Plus
-%-%-%-%-%-%-%

-------Securicor
-%-%-%-%-%-%-%

-------None
-%-%-%-%-%-%-%

--2--22Don't know
-%-%*%-%-%1%*%

8*713-1927Other answers
2%*%2%3%-%8%2%

ccc

36136836134831201437NET: RM
89%92%90%90%48%49%90%

NET: Provider other than
423238394124152RM
11%8%9%10%52%50%10%

Columns Tested: a,b - a,b,c,d
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All respondents

Produced by OLR
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Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
192363320122421272018183121281Unweighted total
24912117132937551911313221279Weighted total

4321143591385547Parcelforce
17%18%13%18%31%12%13%16%7%25%26%14%22%17%

30*1*-3871133332UPS
12%4%13%6%-%12%22%13%7%11%8%10%14%12%

29*1**63741-5331Hermes
12%3%8%6%2%21%7%14%20%12%-%15%14%11%

251**-2552173-27DHL
10%12%1%1%-%5%13%9%8%13%23%9%-%10%

15112-253***1319TNT
6%10%14%24%-%6%14%5%1%4%1%2%16%7%

14**1--3-1152215FedEx
6%1%2%12%-%-%8%-%7%13%15%6%8%6%

13---12-51--2213UK Mail
5%-%-%-%10%6%-%10%7%-%-%5%9%5%

Interlink / Interlink
9-1-*1*21*-129Express / Direct
4%-%5%-%1%5%*%4%7%2%-%4%9%3%

72*---*31**2-9DX
3%15%1%-%-%-%*%5%6%3%1%5%-%3%

km

611-123------8DPD
2%12%8%-%11%5%7%-%-%-%-%-%-%3%

m

7-11*3-3-----8APC
3%-%5%8%1%11%-%5%-%-%-%-%-%3%

5-*--2-21----6Parcels to go
2%-%4%-%-%5%-%4%7%-%-%-%-%2%

5--*12--*2---5Yodel
2%-%-%6%11%6%-%-%1%15%-%-%-%2%

4**---3-*-*--4Pitney Bowes
1%3%4%-%-%-%8%-%1%-%1%-%-%2%

3**--***1--1-4City Link Post
1%4%4%-%-%1%1%*%7%-%-%4%-%1%

1-------1---*1Local Courier
1%-%-%-%-%-%-%-%7%-%-%-%1%1%

1----1-------1TNT Post UK
1%-%-%-%-%4%-%-%-%-%-%-%-%*%

-1-----------1Fastway Couriers
-%8%-%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Neo Post
-%-%-%6%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
192363320122421272018183121281Unweighted total
24912117132937551911313221279Weighted total

-*-----------*Collect Plus
-%3%-%-%-%-%-%-%-%-%-%-%-%*%

m

*---------*--*Interparcel
*%-%-%-%-%-%-%-%-%-%1%-%-%*%

---*---------*Legal Post
-%-%-%2%-%-%-%-%-%-%-%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
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Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
192363320122421272018183121281Unweighted total
24912117132937551911313221279Weighted total

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

331214*281*88236Other answers
13%5%18%9%32%1%7%14%7%2%24%25%8%13%

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314892523641897411881676511281Unweighted total
1341451614112637311921665816279Weighted total

19281*-146112181-9547Parcelforce
14%20%7%23%-%8%18%15%16%19%4%-%16%34%17%

e

2391**1313220--4332UPS
17%6%6%21%4%5%12%4%15%21%-%-%8%19%12%

abg

1417*--*308210127*31Hermes
10%12%3%-%-%5%12%11%23%11%8%26%12%1%11%

e

13132**12513162-3127DHL
10%9%10%35%8%9%10%18%12%7%10%-%5%8%10%

be

1093*11167-2**5319TNT
7%6%19%21%35%12%6%9%-%2%3%7%9%18%7%

ae

4121-*114329--1-15FedEx
3%8%9%-%11%8%5%4%23%10%-%-%2%-%6%

b

671-1-123-4-24-13UK Mail
4%5%3%-%13%-%5%4%-%5%-%26%6%-%5%

Interlink / Interlink
641-*18*-4--319Express / Direct
4%3%7%-%10%6%3%*%-%5%-%-%6%8%3%

261--18612----9DX
2%4%5%-%-%7%3%9%5%2%-%-%-%-%3%

be

34*-**74-1-**28DPD
2%3%3%-%3%3%3%6%-%2%-%6%*%10%3%

35*--*75-3--*-8APC
2%3%3%-%-%4%3%6%-%3%-%-%*%-%3%

42----6*-12-2-6Parcels to go
3%1%-%-%-%-%2%1%-%2%15%-%3%-%2%

321-**5*-3*-2-5Yodel
2%1%4%-%5%3%2%*%-%3%3%-%3%-%2%

411--14-*-4---4Pitney Bowes
3%*%3%-%-%5%1%-%4%-%25%-%-%-%2%

131-**32-*-**-4City Link Post
1%2%4%-%4%4%1%2%-%*%-%6%1%-%1%

*1*--*1*----1-1Local Courier
*%1%1%-%-%2%*%*%-%-%-%-%2%-%1%

-1----1---1---1TNT Post UK
-%1%-%-%-%-%*%-%-%-%8%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314892523641897411881676511281Unweighted total
1341451614112637311921665816279Weighted total

*1*--*1*-*--*-1Fastway Couriers
*%*%1%-%-%1%*%*%-%*%-%-%1%-%*%

-*----*---*---*Neo Post
-%*%-%-%-%-%*%-%-%-%3%-%-%-%*%

-*----*--*----*Collect Plus
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

-**-*---*-----*Interparcel
-%*%1%-%4%-%-%-%2%-%-%-%-%-%*%

*-*--*-*------*Legal Post
*%-%1%-%-%1%-%*%-%-%-%-%-%-%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
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Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314892523641897411881676511281Unweighted total
1341451614112637311921665816279Weighted total

---------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

17192-*2357*74215*36Other answers
13%13%12%-%3%16%13%10%2%8%23%28%27%3%13%

eg

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

Ofcom; Business Postal Tracker
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

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

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203440639614911418149132162619105281Unweighted total
-8132831521281221342312215741713147279Weighted total

-1-*11124231952324-332347Parcelforce
-%8%-%1%5%22%19%19%14%22%19%15%-%19%25%16%17%

cdcd

-3464882210-2210-331532UPS
-%37%28%22%12%15%6%18%8%-%18%7%-%15%19%10%12%

aba

--334315111651120---2231Hermes
-%-%20%12%12%5%12%9%12%20%9%13%-%-%-%15%11%

-*1*5111051845221*11527DHL
-%2%5%*%15%22%8%4%13%18%4%14%15%2%7%10%10%

dadcb

-11*211481018111111019TNT
-%8%9%1%7%2%11%7%7%4%7%7%18%4%8%7%7%

b

-1*4326115-115*3*515FedEx
-%6%1%15%8%3%5%9%4%-%9%3%4%15%1%3%6%

ba

---*-5867-67**2913UK Mail
-%-%-%1%-%9%6%5%5%-%5%4%8%1%12%6%5%

Interlink / Interlink
-*-3*1563-63*2-59Express / Direct
-%5%-%10%1%2%4%5%2%-%5%2%4%9%-%3%3%

-142*-253-53-*-*9DX
-%7%29%7%1%-%2%4%2%-%4%2%-%1%-%*%3%

b

--**-1523326*-158DPD
-%-%1%1%-%2%4%2%2%11%2%4%3%-%4%3%3%

----12551252-*-38APC
-%-%-%-%2%4%4%4%1%7%4%1%-%2%-%2%3%

------4-6--6---36Parcels to go
-%-%-%-%-%-%3%-%4%-%-%4%-%-%-%2%2%

cb

-*-1-*424-242--35Yodel
-%3%-%5%-%*%3%2%3%-%2%2%40%-%-%2%2%

--*3-1-14-14--*34Pitney Bowes
-%-%3%12%-%1%-%1%3%-%1%2%-%-%3%2%2%

abc

-*--1-22*222**-24City Link Post
-%4%-%-%4%-%2%2%*%7%2%1%4%1%-%2%1%

---*1--*1-*1*--11Local Courier
-%-%-%1%4%-%-%*%1%-%*%1%4%-%-%1%1%

a

---1----1--1----1TNT Post UK
-%-%-%4%-%-%-%-%1%-%-%1%-%-%-%-%*%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

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

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203440639614911418149132162619105281Unweighted total
-8132831521281221342312215741713147279Weighted total

----*1-1--1--1--1Fastway Couriers
-%-%-%-%*%2%-%1%-%-%1%-%-%3%-%-%*%

---*----*--*----*Neo Post
-%-%-%2%-%-%-%-%*%-%-%*%-%-%-%-%*%

-----*-*--*--*--*Collect Plus
-%-%-%-%-%1%-%*%-%-%*%-%-%2%-%-%*%

-----*-*--*-----*Interparcel
-%-%-%-%-%*%-%*%-%-%*%-%-%-%-%-%*%

-*-----*--*-----*Legal Post
-%2%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

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

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203440639614911418149132162619105281Unweighted total
-8132831521281221342312215741713147279Weighted total

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2129517112331125-432136Other answers
-%19%4%7%29%10%13%9%17%11%9%16%-%26%20%14%13%

abd

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27253-14613410317720212734159281Unweighted total
25252-13813910117620232324166279Weighted total

443-1235113766352647Parcelforce
17%17%-%9%25%10%21%32%28%11%22%16%17%

bb

330-1814151774411332UPS
10%12%-%13%10%15%10%32%19%17%2%8%12%

229-1219526-4122331Hermes
7%12%-%9%14%5%15%-%18%3%7%14%11%

b

-27-522*26-*1*2227DHL
-%11%-%4%16%*%15%-%1%3%1%13%10%

bbb

*19-136109--151419TNT
2%7%-%9%4%9%5%-%-%2%19%8%7%

*15-1057944*2615FedEx
2%6%-%7%4%7%5%18%19%1%6%3%6%

-13-8576*1*-1113UK Mail
-%5%-%6%3%7%3%1%6%2%-%7%5%

Interlink / Interlink
-9-72541-4-49Express / Direct
-%4%-%5%2%5%3%3%-%19%-%3%3%

-9-3527-**429DX
-%3%-%2%4%2%4%-%1%1%15%2%3%

a

25-5335--2168DPD
9%2%-%4%2%3%3%-%-%7%2%3%3%

26-5253**5*28APC
7%2%-%4%2%5%1%1%*%20%2%1%3%

24-4124---146Parcels to go
6%2%-%3%1%2%2%-%-%-%6%3%2%

14-3232-*-145Yodel
6%2%-%2%1%3%1%-%1%-%6%2%2%

13-4-4-----14Pitney Bowes
6%1%-%3%-%4%-%-%-%-%-%*%2%

aa

-4-22221*-*24City Link Post
-%2%-%2%1%2%1%6%1%-%2%1%1%

-1-*1-1-1--*1Local Courier
-%1%-%*%1%-%1%-%6%-%-%*%1%

-1-1--1----11TNT Post UK
-%*%-%1%-%-%1%-%-%-%-%1%*%

*1-1**1--1-*1Fastway Couriers
2%*%-%*%*%*%*%-%-%2%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27253-14613410317720212734159281Unweighted total
25252-13813910117620232324166279Weighted total

*--*-*------*Neo Post
2%-%-%*%-%*%-%-%-%-%-%-%*%

-*--*-*---*-*Collect Plus
-%*%-%-%*%-%*%-%-%-%2%-%*%

-*-*--*----**Interparcel
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*--*-*----**Legal Post
-%*%-%-%*%-%*%-%-%-%-%*%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27253-14613410317720212734159281Unweighted total
25252-13813910117620232324166279Weighted total

-------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%

628-221319161*322336Other answers
25%11%-%16%9%19%9%6%2%12%8%14%13%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6926114970718420812910823425920724610454123281Unweighted total
52248146605191186130902272451892299957123279Weighted total

10381815-322518154236313116102147Parcelforce
19%16%12%25%-%17%13%14%17%19%15%16%14%16%18%17%17%

62718322324151525292029914832UPS
12%11%13%5%31%12%13%11%16%11%12%10%12%9%25%7%12%

ac

931171121611157292624261471031Hermes
17%12%12%18%48%8%6%11%8%13%11%13%11%14%12%8%11%

aggg

3271814-92239162721271021427DHL
5%11%12%23%-%5%12%2%9%7%11%11%12%10%4%12%10%

afffff

4191211171611817171217351119TNT
7%8%8%2%16%9%8%9%9%7%7%6%7%3%9%9%7%

c

31215*-15101511514131112*415FedEx
6%5%10%*%-%8%5%11%1%7%6%7%5%12%1%3%6%

bcacegeeeab

2964-8116411959121013UK Mail
3%4%4%7%-%4%6%5%5%5%4%3%4%1%3%8%5%

c

Interlink / Interlink
*95-*983599892439Express / Direct
1%4%4%-%3%5%4%2%5%4%4%4%4%2%8%3%3%

1923-48-469996*29DX
2%3%2%4%-%2%4%-%4%3%3%4%4%6%*%2%3%

fffff

163*-865286442158DPD
1%2%2%*%-%4%3%4%3%3%3%2%2%2%2%4%3%

-842-6444882744*8APC
-%3%3%3%-%3%2%3%4%3%3%1%3%4%7%*%3%

aa

2462-3431655432-6Parcels to go
4%2%4%4%-%2%2%3%2%3%2%3%2%3%4%-%2%

aa

141*-522244431*45Yodel
2%2%1%1%-%3%1%1%2%2%2%2%1%1%*%3%2%

-4**-*1*1*4441*34Pitney Bowes
-%2%*%1%-%*%1%*%1%*%2%2%2%1%*%3%2%

*431-323144241*24City Link Post
1%2%2%1%-%2%1%2%1%2%1%1%2%1%*%2%1%

111*-111111111-*1Local Courier
2%1%1%*%-%1%1%1%1%1%1%1%1%1%-%*%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6926114970718420812910823425920724610454123281Unweighted total
52248146605191186130902272451892299957123279Weighted total

-11--111-1111--11TNT Post UK
-%1%1%-%-%1%1%1%-%1%1%1%1%-%-%1%*%

11*--111*1111***1Fastway Couriers
2%*%*%-%-%1%*%1%*%*%*%1%*%*%*%*%*%

-*----*-*-***--**Neo Post
-%*%-%-%-%-%*%-%1%-%*%*%*%-%-%*%*%

**---*-*-****--**Collect Plus
1%*%-%-%-%*%-%*%-%*%*%*%*%-%-%*%*%

-*-*--*-*****-*-*Interparcel
-%*%-%*%-%-%*%-%*%*%*%*%*%-%*%-%*%

-*-*--*--*****--*Legal Post
-%*%-%*%-%-%*%-%-%*%*%*%*%*%-%-%*%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6926114970718420812910823425920724610454123281Unweighted total
52248146605191186130902272451892299957123279Weighted total

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

832163*27282410223322321142236Other answers
15%13%11%5%2%14%15%18%11%10%14%11%14%11%7%18%13%

cd
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301708079277183-2792562792512792051033169196281Unweighted total
301608976276186-2772562772382772011136157188279Weighted total

11172074733-47444740473059243347Parcelforce
36%11%22%9%17%18%-%17%17%17%17%17%15%41%24%16%18%17%

bb

*275133119-3229323032272-172232UPS
1%17%6%17%11%10%-%12%11%12%13%12%13%22%-%11%12%12%

aca

41512123118-29253120312117241931Hermes
14%9%14%15%11%10%-%11%10%11%9%11%11%5%19%15%10%11%

1131262718-272427272724-3212127DHL
4%8%14%8%10%10%-%10%9%10%11%10%12%-%8%13%11%10%

38821913-19181917191522131319TNT
12%5%9%3%7%7%-%7%7%7%7%7%8%14%4%8%7%7%

16971511-1514151415121371015FedEx
2%3%11%10%6%6%-%5%5%6%6%6%6%13%8%4%5%6%

b

-1122139-13131391311*26913UK Mail
-%7%2%2%5%5%-%5%5%5%4%5%5%2%6%4%5%5%

Interlink / Interlink
-63299-999799-*389Express / Direct
-%4%4%2%3%5%-%3%4%3%3%3%4%-%*%2%4%3%

*8*197-989998-*869DX
1%5%*%1%3%4%-%3%3%3%4%3%4%-%*%5%3%3%

-71386-888585-1358DPD
-%4%1%4%3%3%-%3%3%3%2%3%2%-%1%2%3%3%

*44385-888683-3438APC
*%2%4%5%3%3%-%3%3%3%2%3%1%-%8%2%1%3%

c

221*6*-664444--246Parcels to go
8%1%2%1%2%*%-%2%2%2%2%2%2%-%-%2%2%2%

b

213252-555452--235Yodel
5%1%3%2%2%1%-%2%2%2%2%2%1%-%-%1%1%2%

b

-41-44-444443---34Pitney Bowes
-%2%1%-%2%2%-%2%2%2%2%2%2%-%-%-%2%2%

-4*144-444444--444City Link Post
-%2%*%1%1%2%-%1%2%1%2%1%2%-%-%2%2%1%

-*1111-111111--111Local Courier
-%*%1%2%*%1%-%1%1%1%1%1%1%-%-%1%1%1%

-1--1--111111--111TNT Post UK
-%1%-%-%*%-%-%*%*%*%1%*%1%-%-%1%1%*%

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

Ofcom; Business Postal Tracker
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301708079277183-2792562792512792051033169196281Unweighted total
301608976276186-2772562772382772011136157188279Weighted total

***111-111111--111Fastway Couriers
*%*%1%1%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

--*-**-*****-----*Neo Post
-%-%1%-%*%*%-%*%*%*%*%*%-%-%-%-%-%*%

-*-***-******--*-*Collect Plus
-%*%-%1%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

----**-******---**Interparcel
-%-%-%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

-*--**-******--***Legal Post
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

MHI (Mail Handling
------------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301708079277183-2792562792512792051033169196281Unweighted total
301608976276186-2772562772382772011136157188279Weighted total

------------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5265133624-363236343618*7162236Other answers
17%16%6%17%13%13%-%13%12%13%14%13%9%2%20%10%12%13%

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

Ofcom; Business Postal Tracker
Table 24  (continuation)                                                                                                                                                                        Page 352

QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
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Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2305118370161829272931881614275281Unweighted total
2255417973151828271981811533885279Weighted total

4343211*334449392981047Parcelforce
19%8%18%15%3%18%48%16%9%21%19%22%12%17%

ab

2572184222301517224332UPS
11%13%12%11%29%12%26%11%16%9%15%11%4%12%

a

256209223-3119121111931Hermes
11%11%11%12%12%12%-%11%19%7%7%28%11%11%

aac

2521710*18-27620182727DHL
11%4%9%14%2%10%-%10%7%11%12%5%8%10%

136145-12*19217121619TNT
6%10%8%6%-%6%5%7%2%9%8%1%7%7%

b

124114*11-157965515FedEx
5%7%6%6%1%6%-%6%7%5%4%13%6%6%

c

9494-7-13583-1013UK Mail
4%8%5%5%-%4%-%5%5%5%2%-%12%5%

bc

Interlink / Interlink
8272*7-9645-49Express / Direct
3%3%4%3%1%4%-%3%6%2%3%-%5%3%

8*81*5*8*88-*9DX
4%*%4%1%1%3%2%3%*%4%5%-%*%3%

4433-5-8175*28DPD
2%8%2%3%-%3%-%3%1%4%3%1%2%3%

b

7*5133-8522-58APC
3%1%3%1%21%2%-%3%5%1%2%-%6%3%

a

5*4--4-6*5-146Parcels to go
2%1%2%-%-%2%-%2%*%3%-%4%5%2%

cc

5*1322-5332*35Yodel
2%*%*%4%11%1%-%2%3%1%1%*%4%2%

b

4-3--3-4144**4Pitney Bowes
2%-%2%-%-%2%-%2%1%2%2%1%*%2%

1331*3-4*42*24City Link Post
1%5%2%2%2%2%-%1%*%2%1%*%2%1%

b

1-*1-1-1*11--1Local Courier
1%-%*%2%-%1%-%1%*%1%1%-%-%1%

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

Ofcom; Business Postal Tracker
Table 24  (continuation)                                                                                                                                                                        Page 353

QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2305118370161829272931881614275281Unweighted total
2255417973151828271981811533885279Weighted total

-11--1-11-1--1TNT Post UK
-%2%1%-%-%1%-%*%1%-%1%-%-%*%

b

1***-1-1-1-1*1Fastway Couriers
*%*%*%*%-%*%-%*%-%1%-%2%*%*%

*------*-**--*Neo Post
*%-%-%-%-%-%-%*%-%*%*%-%-%*%

*--*-*-**---**Collect Plus
*%-%-%1%-%*%-%*%*%-%-%-%*%*%

*-*--*-**-*--*Interparcel
*%-%*%-%-%*%-%*%*%-%*%-%-%*%

*-*--*-*-**--*Legal Post
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------First Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Wey Group International
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2305118370161829272931881614275281Unweighted total
2255417973151828271981811533885279Weighted total

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Priority Express
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Securicor
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2610181032013517202141236Other answers
12%19%10%14%18%11%18%13%17%11%13%11%14%13%

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

Ofcom; Business Postal Tracker
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365685249281Unweighted total
736076707246279Weighted total

920108-4347Parcelforce
13%34%13%11%-%17%17%

abd

1237923032UPS
17%6%9%13%34%12%12%

c

76107-2831Hermes
9%10%14%11%-%12%11%

1536412227DHL
20%4%8%5%18%9%10%

abc

5265*1819TNT
7%4%8%8%6%7%7%

726*-1415FedEx
10%3%7%1%-%6%6%

a

-34521113UK Mail
-%6%6%8%23%5%5%

ddd

Interlink / Interlink
2215-89Express / Direct
3%3%1%7%-%3%3%

44-*-79DX
6%7%-%*%-%3%3%

ab

*16*-68DPD
1%1%8%*%-%2%3%

ad

25*1-78APC
3%8%1%1%-%3%3%

b

--33-66Parcels to go
-%-%4%4%-%2%2%

222--55Yodel
3%3%2%-%-%2%2%

*3-1-44Pitney Bowes
*%6%-%1%-%2%2%

d

-1*3134City Link Post
-%1%*%4%18%1%1%

*--1-11Local Courier
*%-%-%2%-%1%1%

---1--1TNT Post UK
-%-%-%2%-%-%*%

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

Ofcom; Business Postal Tracker
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365685249281Unweighted total
736076707246279Weighted total

1-*--11Fastway Couriers
1%-%1%-%-%*%*%

*----**Neo Post
1%-%-%-%-%*%*%

--*--**Collect Plus
-%-%1%-%-%*%*%

-*---**Interparcel
-%*%-%-%-%*%*%

-*---**Legal Post
-%*%-%-%-%*%*%

MHI (Mail Handling
-------International)
-%-%-%-%-%-%-%

-------TNT Express
-%-%-%-%-%-%-%

-------Eagle Couriers
-%-%-%-%-%-%-%

-------Lynx
-%-%-%-%-%-%-%

-------First Post
-%-%-%-%-%-%-%

-------One Post
-%-%-%-%-%-%-%

-------Wey Group International
-%-%-%-%-%-%-%

-------ENC
-%-%-%-%-%-%-%

-------Fast Track
-%-%-%-%-%-%-%

-------Tuffnels
-%-%-%-%-%-%-%

-------Euro
-%-%-%-%-%-%-%

-------UK / British Mail
-%-%-%-%-%-%-%

-------Freight - Better / Night
-%-%-%-%-%-%-%

-------Global Mailing
-%-%-%-%-%-%-%

-------Haynes
-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365685249281Unweighted total
736076707246279Weighted total

-------Priority Express
-%-%-%-%-%-%-%

-------Business Post
-%-%-%-%-%-%-%

-------AJG Parcels
-%-%-%-%-%-%-%

-------Parcel Live
-%-%-%-%-%-%-%

-------Coopers Carriers
-%-%-%-%-%-%-%

-------DHS
-%-%-%-%-%-%-%

-------Securicor
-%-%-%-%-%-%-%

621415-3036Other answers
8%4%18%21%-%12%13%

ccd

Columns Tested: a,b - a,b,c,d
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use a mail service provider other than RM
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

12856466769912921826310982155148811491Letters
94%92%93%93%95%94%96%94%87%93%97%95%93%94%

eeeee

Other everyday
correspondence, such as
invoices, one off bills

92849475381106163171905788105671077etc.
68%69%67%65%77%77%72%61%72%65%55%67%77%68%

cccfjcfjcccf

7854741465969133165594710010548919Large letters
57%67%58%56%56%50%58%59%47%53%62%67%55%58%

edehjmedehjm

5443227312451931184545696536635Parcels and packets
40%45%39%39%23%37%41%42%36%51%43%41%41%40%

iiiiiiiiehijkmiii

Bulk customer mailings,
such as bills,
statements, customer

25115181428384448171718329298packs etc.
18%22%25%17%27%27%19%17%14%19%11%21%10%19%

acacejmacejmacejma

Order fulfilment
(sending ordered goods

24018141473438392522223122286to customers)
18%25%20%17%7%25%17%14%20%25%14%20%25%18%

icfijmiifiiifiifi

Advertising and
promotional material,
such as catalogues,
brochures and direct

15510941320213281323179178mail
11%14%12%5%12%14%9%12%6%14%14%11%10%11%

jejjjejjejej

Publications, such as
magazines, periodicals,

53635-101185626667customer newsletters
4%8%4%6%-%7%5%3%4%7%1%4%7%4%

icfimiiiiii

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7**112--4----9None of These
1%1%1%1%1%1%-%-%3%-%-%-%-%1%

bflm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

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

lm

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
134668697910313222628011787160155861562Packets and parcels

98%96%98%97%97%96%99%100%93%100%100%99%98%98%

eeehjleee

393242419385667782428364421460NET: Bulk mailings
29%34%34%24%36%40%30%28%19%32%22%28%24%29%

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

Ofcom; Business Postal Tracker
Table 25  (continuation)                                                                                                                                                                        Page 360

QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

7317606181439143063780330135221281161491Letters
95%92%96%95%96%97%94%96%96%89%95%100%91%95%94%

aabeeee

Other everyday
correspondence, such as
invoices, one off bills

540536496113210284174924211119108951077etc.
70%65%77%74%74%79%67%63%60%65%79%85%77%78%68%

aaaefgefgefg

44547349712318693876619691138459919Large letters
58%58%78%87%80%75%57%58%79%53%64%62%59%49%58%

aaaaaabdegae

2863483458216012273019334128240635Parcels and packets
37%42%53%56%55%52%39%34%37%52%24%53%58%33%40%

baaaadadfgadfg

Bulk customer mailings,
such as bills,
statements, customer

14015821251427711916752192824298packs etc.
18%19%33%20%37%34%18%18%19%20%15%42%20%20%19%

aadad

Order fulfilment
(sending ordered goods

11417211128275864961136014286to customers)
15%21%17%10%16%19%18%13%5%26%8%14%43%12%18%

badfgadefg

Advertising and
promotional material,
such as catalogues,
brochures and direct

82961123616710124111198178mail
11%12%17%20%21%15%11%15%3%11%1%4%14%7%11%

aaadfdfdfd

Publications, such as
magazines, periodicals,

3235511263364133-7367customer newsletters
4%4%7%18%6%5%4%5%4%3%2%-%5%3%4%

aabce

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

45----94--1-229None of These
1%1%-%-%-%-%1%1%-%-%1%-%1%2%1%

Ofcom; Business Postal Tracker
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

e             e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

-3*--*31--3---3Other
-%*%*%-%-%*%*%*%-%-%2%-%-%-%*%

eg

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
7548086381440149965683365139221361191562Packets and parcels

98%98%99%100%97%99%98%99%100%98%98%100%96%97%98%

214246284718431213191072494830460NET: Bulk mailings
28%30%44%42%48%43%28%32%22%29%17%42%34%24%29%

aaaaddd
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3236112115725487027973247927912121570686901491Letters
100%100%100%97%99%98%93%90%95%94%90%95%99%99%93%91%94%

aaaaaccbab

Other everyday
correspondence, such as
invoices, one off bills

31946841222006002095473212098681251494921077etc.
100%85%76%67%78%77%64%68%71%63%68%68%77%72%66%65%68%

adaadada

*225796111173457230508181230689115346401919Large letters
12%98%93%77%71%67%49%75%66%36%75%54%73%75%62%53%58%

abcdabcdabaaabaaaa

*143556851133082203447122041472736293635Parcels and packets
6%61%57%45%54%44%33%71%44%14%71%32%46%39%48%39%40%

abdabaabaabaa

Bulk customer mailings,
such as bills,
statements, customer

*113230397211496154489620261518116298packs etc.
6%50%52%24%25%28%12%31%20%9%31%16%40%22%24%15%19%

abcdabcdaaaabaaac

Order fulfilment
(sending ordered goods

-6142529561431171393011716921512151286to customers)
-%26%23%20%19%21%15%38%18%6%38%13%13%22%16%20%18%

aaabaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

341324242684511002751127112673178mail
100%18%22%19%15%10%9%16%13%5%16%10%9%17%8%10%11%

aababaaaaa

Publications, such as
magazines, periodicals,

-5461463222341122452332867customer newsletters
-%22%6%5%9%2%3%7%4%2%7%3%12%5%4%4%4%

abcdeababaa

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------9-36-9---79None of These
-%-%-%-%-%-%1%-%*%1%-%1%-%-%-%1%1%

c
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-----12-12-3---23Other
-%-%-%-%-%1%*%-%*%*%-%*%-%-%-%*%*%

-----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
3236112415825891030976448930912531570747371562Packets and parcels

100%100%100%100%100%99%97%100%99%96%100%98%99%100%100%97%98%

aaaabaa

315364867931971372438013732382423183460NET: Bulk mailings
100%67%59%39%43%36%21%44%31%16%44%25%51%35%32%24%29%

abcdabcdaaaabaaaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

1524512311221369861405162549475471491Letters
61%86%96%80%95%79%95%65%81%96%82%93%94%

bbbbdebde

Other everyday
correspondence, such as
invoices, one off bills

12200865103974701007111937394031077etc.
49%70%68%68%68%64%68%44%61%72%67%68%68%

eee

10199710918276085919213346411919Large letters
40%70%55%60%58%55%58%77%69%65%80%70%58%

a

152403791325029254325314856468635Parcels and packets
61%84%30%87%35%84%37%98%100%94%97%79%40%

aaaaaaa

Bulk customer mailings,
such as bills,
statements, customer

4762182527320278381617125298packs etc.
16%27%17%17%19%19%19%13%27%31%30%21%19%

a

Order fulfilment
(sending ordered goods

8136140891956322116182937167286to customers)
31%48%11%58%14%58%15%62%60%58%64%28%18%

aaaaaaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

331144131659169427484178mail
12%11%11%9%11%8%11%14%7%13%7%14%11%

Publications, such as
magazines, periodicals,

-85946326511363567customer newsletters
-%3%5%3%4%2%4%4%2%5%11%6%4%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

1263618----39None of These
6%1%*%2%*%1%1%-%-%-%-%1%1%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

-*3*3-3*---13Other
-%*%*%*%*%-%*%2%-%-%-%*%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
24283125514914131081454253151585821562Packets and parcels
94%99%98%98%98%99%98%100%100%100%100%99%98%

61003533842227432692222197460NET: Bulk mailings
25%35%28%25%29%25%29%25%30%44%38%33%29%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

1041467442317103541035246452572149189214914132528131491Letters
90%97%93%97%90%85%96%86%98%90%98%97%100%91%97%95%94%

acadfdfgdfgdfbcdefgcc

Other everyday
correspondence, such as
invoices, one off bills

86103534122392721077202392425104764210333311955461077etc.
74%68%72%68%80%66%100%71%85%67%69%70%69%73%75%64%68%

abcdefabcdfaa

919003452446277642183329476919919892289183439919Large letters
79%60%72%75%58%67%60%64%72%75%61%100%60%64%70%51%58%

bbaacfgacfgacdefgaa

835993152397379425247220635590476572228127269635Parcels and packets
72%40%66%73%64%91%39%86%48%100%39%52%38%50%49%31%40%

bbcabcegacgabcefgacgaa

Bulk customer mailings,
such as bills,
statements, customer

232909068596271562981502952242939579124298packs etc.
20%19%19%21%48%23%25%20%65%24%19%24%20%21%31%14%19%

acfabcdfgacacaac

Order fulfilment
(sending ordered goods

53261138912572022868624726118324612140122286to customers)
46%17%29%3%11%62%19%100%19%39%17%20%16%27%15%14%18%

abbcabcdegabcegaab

Advertising and
promotional material,
such as catalogues,
brochures and direct

617366441561343217884175122174515176178mail
5%11%14%14%9%13%12%11%39%13%12%13%12%11%20%9%11%

ccabcdfgac

Publications, such as
magazines, periodicals,

106718151306030674267496727122567customer newsletters
9%4%4%5%7%7%6%10%15%7%4%5%4%6%5%3%4%

ababcdgabcdgaca

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-----3-------3249None of These
-%-%-%-%-%1%-%-%-%-%-%-%-%1%1%*%1%

-31-**3*-*3*32-23Other
-%*%*%-%4%*%*%*%-%*%*%*%*%*%-%*%*%

-----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
1151511476323104091061284459635151891914914472598391562Packets and parcels
100%100%100%99%96%99%98%99%100%100%100%100%100%98%99%98%98%

gfgfgfgfg

32449143105614639286460220453329452141120196460NET: Bulk mailings
28%30%30%32%53%35%36%30%100%35%30%36%30%31%46%23%29%

acfabcdfgacacaac

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

19511251661661466763-1462114014701277146512984112997511701491Letters
96%95%85%89%94%93%-%94%94%94%95%94%94%93%94%98%97%94%

aacce

Other everyday
correspondence, such as
invoices, one off bills

1488071171301060577-10728421065953105993729977048261077etc.
73%68%59%69%68%70%-%69%69%68%71%68%68%67%71%71%69%68%

aa

120664130125903528-9077619138589117833587608768919Large letters
60%56%66%67%58%65%-%58%63%58%64%58%57%80%64%61%64%58%

bbbaceacec

88416127117624400-6275756305586275132178424480635Parcels and packets
44%35%65%63%40%49%-%40%47%40%42%40%37%48%57%43%40%40%

bbcabbabcec

Bulk customer mailings,
such as bills,
statements, customer

412075028292176-2962592952752952571127222242298packs etc.
20%17%25%15%19%21%-%19%21%19%21%19%19%25%20%22%20%19%

bc

Order fulfilment
(sending ordered goods

401757166282186-282259284242281219945182205286to customers)
20%15%36%35%18%23%-%18%21%18%18%18%16%21%33%18%17%18%

bcabbabcec

Advertising and
promotional material,
such as catalogues,
brochures and direct

251292428175107-1721481781571781521014119151178mail
12%11%12%15%11%13%-%11%12%11%12%11%11%24%10%12%13%11%

ac

Publications, such as
magazines, periodicals,

144211106735-675167636755110544767customer newsletters
7%4%6%5%4%4%-%4%4%4%5%4%4%1%8%5%4%4%

bc

Goods / business
supplies / large packets

------------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

-63194-949398----9None of These
-%1%2%1%1%*%-%1%*%1%*%1%1%-%-%-%-%1%

12-*31-333133--333Other
1%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

------------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
20011661911821537805-1533119815411322153613524413699512031562Packets and parcels

99%98%97%97%98%98%-%98%98%98%99%98%98%100%99%100%100%98%

703236754454269-4523834574194563931446332374460NET: Bulk mailings
34%27%34%29%29%33%-%29%31%29%31%29%29%33%33%33%31%29%

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

Ofcom; Business Postal Tracker
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

18940119827775114013813535439481285751191491Letters
84%75%94%96%96%94%96%94%93%94%95%87%82%94%

ab

Other everyday
correspondence, such as
invoices, one off bills

148388781875481810497338569292254971077etc.
66%71%69%65%69%67%72%67%66%69%68%63%66%68%

1563470820147692538663016187506396919Large letters
69%63%56%69%60%57%37%60%51%62%56%73%66%58%

bbbcc

17849477142374733759824039445861108635Parcels and packets
79%92%37%49%48%39%26%41%41%39%34%71%74%40%

bbbcc

Bulk customer mailings,
such as bills,
statements, customer

625235591623019279852132432133298packs etc.
28%10%18%20%20%19%13%19%15%21%18%25%23%19%

ab

Order fulfilment
(sending ordered goods

86451987821206272591131731873960286to customers)
38%84%16%27%27%17%19%18%19%17%14%45%41%18%

bbacc

Advertising and
promotional material,
such as catalogues,
brochures and direct

29314134713912166491291401617178mail
13%6%11%12%9%11%8%11%8%13%10%19%12%11%

bc

Publications, such as
magazines, periodicals,

33501865012552246559367customer newsletters
2%5%4%6%7%4%8%4%4%5%4%11%2%4%

aac

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-7*-818456219None of These
1%-%1%*%-%1%1%1%1%1%*%2%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

*-31*1*3223*-3Other
*%-%*%*%*%*%*%*%*%*%*%*%-%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
22054125028878119114014215739891326821421562Packets and parcels

98%100%98%100%99%98%97%98%98%98%98%95%97%98%

b

8283639121356354251343263782948460NET: Bulk mailings
37%15%28%31%27%29%24%29%23%32%28%34%33%29%

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

Ofcom; Business Postal Tracker
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
OFC1885
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

38738136136271981491Letters
96%95%90%93%100%80%94%

bb

Other everyday
correspondence, such as
invoices, one off bills

28325925927771601077etc.
70%65%64%72%100%65%68%

bc

2372212362256165919Large letters
59%55%59%58%82%67%58%

1851451491557201635Parcels and packets
46%36%37%40%100%82%40%

bc

Bulk customer mailings,
such as bills,
statements, customer

851154454-62298packs etc.
21%29%11%14%-%25%19%

ababd

Order fulfilment
(sending ordered goods

744282885114286to customers)
18%11%20%23%77%46%18%

ccc

Advertising and
promotional material,
such as catalogues,
brochures and direct

51514432-26178mail
13%13%11%8%-%10%11%

aa

Publications, such as
magazines, periodicals,

27161311*667customer newsletters
7%4%3%3%6%2%4%

ab

Goods / business
supplies / large packets

-------ordered via lorry
-%-%-%-%-%-%-%

Legal / accounts
-------documents / tax forms
-%-%-%-%-%-%-%

-------Refused
-%-%-%-%-%-%-%

2-71-39None of These
*%-%2%*%-%1%1%

ac

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

Ofcom; Business Postal Tracker
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

1-1*-*3Other
*%-%*%*%-%*%*%

-------Don't Know
-%-%-%-%-%-%-%

NET: (Large) Letters,
39740038837772411562Packets and parcels

99%100%97%97%100%98%98%

abd

1261579285*81460NET: Bulk mailings
31%39%23%22%6%33%29%

ababd

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

Ofcom; Business Postal Tracker
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QV6a. Which of the following types of mail does your organisation send regularly?
Base: All respondents

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfedcbaSignificance Level: 95%
416947887274846674947376134675Unweighted total
5443227312451931184545696536635Weighted total

291161517172756562032372817338Standard 1st Class
53%49%55%53%70%53%60%48%45%72%53%43%48%53%

abefjlm

244181414132451451720313211290Standard 2nd Class
45%57%53%43%54%48%55%38%38%44%46%49%30%46%

aefmaa

246111115101641562522352615282Signed for 1st Class
45%33%42%47%41%32%44%48%56%50%50%40%41%45%

lhl

Special Delivery
173881131744261515271512200Guaranteed by 1pm

32%26%30%34%12%34%47%22%33%34%39%23%33%32%

bflm

1395982132026191618178161Signed for 2nd Class
25%16%33%27%8%25%22%22%42%36%25%26%23%25%

llfglml

9063447221061014125103Parcelforce Worldwide
17%18%12%12%17%13%24%9%13%22%20%18%15%16%

ff

International standard
mail (previously

61322*615855115668Airmail)
11%9%9%8%1%12%17%7%10%11%16%8%16%11%

36311*21056462141International Signed
7%9%5%2%1%4%11%4%13%10%8%3%4%6%

jjbjj

International Tracked
3531-121074433-40(previously Airsure)

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

jjjajjjjj

International Tracked
2811-1553526**29and Signed

5%2%2%-%6%10%5%2%12%4%8%*%*%5%

jbjljabfjklmbj

International Economy
(previously surface

1311-122*-3-4-14mail)
2%3%3%-%6%4%3%*%-%6%-%6%-%2%

jj

None of these (DO NOT
642421651952814572READ OUT)
12%6%13%8%6%12%6%16%10%4%11%21%14%11%

dldgjlm

Don't Know (DO NOT READ
*------*-----*OUT)
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

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

Ofcom; Business Postal Tracker
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfedcbaSignificance Level: 95%
416947887274846674947376134675Unweighted total
5443227312451931184545696536635Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fed*cbaSignificance Level: 95%
311364204284613047123925196391510041675Unweighted total
2863483458216012273019334128240635Weighted total

16617220251231913420921954320338Standard 1st Class
58%49%58%51%64%57%53%59%64%47%56%42%52%49%53%

ae

1501401624927410812781843920290Standard 2nd Class
52%40%47%52%51%45%46%48%41%40%51%35%48%51%46%

a

13115118341126511221831343213282Signed for 1st Class
46%43%52%63%46%52%44%49%70%43%39%32%39%34%45%

Special Delivery
97104132391877413579-3110200Guaranteed by 1pm
34%30%39%32%39%41%31%32%42%29%27%-%38%25%32%

aa

788310226151581146622115161Signed for 2nd Class
27%24%29%44%21%29%25%25%36%24%19%19%26%39%25%

e

43594112984023431165103Parcelforce Worldwide
15%17%13%16%18%10%16%18%7%18%9%7%20%12%16%

International standard
mail (previously

333551136330415*-11568Airmail)
12%10%16%16%18%14%10%13%14%8%1%-%14%12%11%

dd

18232*113819*16*-3*41International Signed
6%6%7%8%14%5%6%8%1%8%1%-%4%1%6%

b

International Tracked
18222-113819113--6-40(previously Airsure)

6%6%6%-%12%5%6%8%5%6%-%-%7%-%6%

International Tracked
16132*112714*10*-4-29and Signed

5%4%6%10%14%3%4%6%1%5%1%-%4%-%5%

ab

International Economy
(previously surface

861***135-4-12214mail)
3%2%3%7%2%2%2%2%-%2%-%12%2%4%2%

None of these (DO NOT
19533*117022*247212272READ OUT)

7%15%8%4%14%6%12%10%2%12%21%19%15%5%11%

bag

Don't Know (DO NOT READ
-***---*------*OUT)
-%*%*%4%-%-%-%*%-%-%-%-%-%-%*%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6a.1  Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels?
Base: All who regularly send parcels and packets

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
14147939712824829332557293382314743246675Unweighted total
*143556851133082203447122041472736293635Weighted total

-7243143601651021964010223641218165338Standard 1st Class
-%47%68%55%50%53%54%46%57%57%46%57%61%45%50%56%53%

cfcb

*621274658124102154341021883814150290Standard 2nd Class
100%45%61%49%55%51%40%46%45%48%46%45%42%31%39%51%46%

aaac

-61223345814281171318120221317117282Signed for 1st Class
-%41%35%40%40%52%46%37%50%43%37%49%30%48%48%40%45%

cb

Special Delivery
-7131728498088106788113182081200Guaranteed by 1pm
-%50%37%31%33%44%26%40%31%10%40%27%20%30%55%28%32%

adaabaaacd

-410182125805585215510516977161Signed for 2nd Class
-%30%29%33%25%22%26%25%25%30%25%25%18%22%25%26%25%

-36591656474610475512246103Parcelforce Worldwide
-%23%16%9%11%14%18%21%13%14%21%13%15%9%7%16%16%

ddba

International standard
mail (previously

-391197274423*442413*2768Airmail)
-%23%26%20%11%6%9%20%7%1%20%6%13%10%1%9%11%

ababcababab

-343310152713*27141311241International Signed
-%22%13%5%4%9%5%12%4%1%12%3%9%10%4%4%6%

abcdacaba

International Tracked
-245110162415*241512-1140(previously Airsure)
-%16%12%10%2%9%5%11%4%1%11%4%9%7%-%4%6%

accccabab

International Tracked
-2*6*4151711217121*-829and Signed
-%15%1%11%*%4%5%7%3%2%7%3%13%1%-%3%5%

abceabcecbaabc

International Economy
(previously surface

-2*113795-95**2214mail)
-%13%*%1%1%3%2%4%1%-%4%1%2%1%4%1%2%

abcdebaa

None of these (DO NOT
-231285363429934381833572READ OUT)
-%16%10%21%10%4%12%16%9%12%16%9%16%31%8%12%11%

babcbbaab

Don't Know (DO NOT READ
--*----*--*-*---*OUT)
-%-%*%-%-%-%-%*%-%-%*%-%2%-%-%-%*%

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

Ofcom; Business Postal Tracker
Table 26  (continuation)                                                                                                                                                                        Page 378
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
14147939712824829332557293382314743246675Unweighted total
*143556851133082203447122041472736293635Weighted total

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
172454131395369458131335074479675Unweighted total
152403791325029254325314856468635Weighted total

3112223482902731115152026261338Standard 1st Class
19%47%59%36%58%29%57%62%48%41%46%56%53%

bbbc

590195492412326710132026219290Standard 2nd Class
30%37%52%37%48%25%49%42%43%43%46%47%46%

bbb

6821944224121261591822229282Signed for 1st Class
39%34%51%31%48%23%48%20%28%37%39%49%45%

bbbde

Special Delivery
37012832168141869112112147200Guaranteed by 1pm

17%29%34%24%34%15%34%36%36%45%22%31%32%

bbb

4421152613516145731612123161Signed for 2nd Class
27%17%30%20%27%17%27%26%8%34%21%26%25%

bdd

555433468237914871163103Parcelforce Worldwide
30%23%11%26%14%26%15%55%25%14%20%13%16%

aaaabcd

International standard
mail (previously

13236204812568410153268Airmail)
4%13%9%15%10%13%10%33%12%20%27%7%11%

adaa

12119122873463761941International Signed
6%9%5%9%6%7%6%24%10%15%10%4%6%

aaa

International Tracked
12020132673342772040(previously Airsure)
4%8%5%10%5%7%6%16%6%14%13%4%6%

aaaa

International Tracked
-1811101942532*41929and Signed
-%8%3%8%4%4%5%13%7%*%8%4%5%

aaac

International Economy
(previously surface

*8686682114714mail)
3%3%2%6%1%7%1%7%5%1%7%1%2%

aaaa

None of these (DO NOT
5491842303538468113972READ OUT)

34%20%5%32%6%38%7%17%18%16%20%8%11%

aaaa

Don't Know (DO NOT READ
--*-*-*----**OUT)
-%-%*%-%*%-%*%-%-%-%-%*%*%

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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
172454131395369458131335074479675Unweighted total
152403791325029254325314856468635Weighted total

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12164932826213391485261266675638536622242141287675Unweighted total

835993152397379425247220635590476572228127269635Weighted total

46332156144418522312211933832527831412070143338Standard 1st Class
55%55%49%60%65%49%52%49%54%53%55%58%55%53%55%53%53%

af

4628112413341511901029729028023526810063120290Standard 2nd Class
56%47%39%56%64%40%45%41%44%46%47%49%47%44%49%45%46%

aaaf

452671661311147197951012822672102639154132282Signed for 1st Class
55%45%53%55%15%39%46%38%46%45%45%44%46%40%43%49%45%

bbaffc

Special Delivery
381901368611101457769200188161180913772200Guaranteed by 1pm
46%32%43%36%11%29%34%31%31%32%32%34%31%40%29%27%32%

bbab

2515895751851136150161157126153473576161Signed for 2nd Class
30%26%30%32%12%22%26%25%23%25%27%26%27%21%27%28%25%

ac

26916321*81686930103896980471937103Parcelforce Worldwide
32%15%20%9%6%21%16%28%14%16%15%15%14%20%15%14%16%

abcabcdega

International standard
mail (previously

33654119149514521686457584371668Airmail)
40%11%13%8%9%13%12%18%9%11%11%12%10%19%5%6%11%

ababcdegab

2335335*33322414413528332410641International Signed
27%6%11%2%3%9%7%10%6%6%6%6%6%11%8%2%6%

abbcabcaa

International Tracked
1734316-31322411403528322281040(previously Airsure)
21%6%10%2%-%8%8%10%5%6%6%6%6%9%7%4%6%

abbcaa

International Tracked
1221213*2326161129251723188329and Signed
15%3%7%1%3%6%6%6%5%5%4%4%4%8%6%1%5%

abbcaa

International Economy
(previously surface

3141011121295141481443714mail)
4%2%3%*%21%3%3%4%2%2%2%2%2%2%2%3%2%

c

None of these (DO NOT
10603612-56513424726149592493972READ OUT)
13%10%11%5%-%15%12%14%11%11%10%10%10%11%7%14%11%

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12164932826213391485261266675638536622242141287675Unweighted total

835993152397379425247220635590476572228127269635Weighted total

Don't Know (DO NOT READ
-*-*-----*****--*OUT)
-%*%-%*%-%-%-%-%-%*%*%*%*%*%-%-%*%

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
84458131136663418-6666246716186685531980474526675Unweighted total
88416127117624400-6275756305586275132178424480635Weighted total

422256867335212-336312338306337280944229302338Standard 1st Class
48%54%53%58%54%53%-%54%54%54%55%54%55%43%57%54%63%53%

b

461826259285177-287261289258289229652252219290Standard 2nd Class
52%44%48%51%46%44%-%46%45%46%46%46%45%27%66%59%46%46%

ca

321975066279188-281263279251277231639187233282Signed for 1st Class
36%48%39%57%45%47%-%45%46%44%45%44%45%28%50%44%48%45%

ab

Special Delivery
191304950196139-1991762001812001531232138164200Guaranteed by 1pm
22%31%38%43%31%35%-%32%31%32%32%32%30%56%41%32%34%32%

cbc

241053238159109-160148158151156126328135116161Signed for 2nd Class
27%25%25%32%26%27%-%26%26%25%27%25%25%13%35%32%24%25%

ca

1463263510168-1039810390103696216678103Parcelforce Worldwide
16%15%20%30%16%17%-%16%17%16%16%16%13%26%27%16%16%16%

abc

International standard
mail (previously

103920296843-676468626750214565268Airmail)
11%9%16%25%11%11%-%11%11%11%11%11%10%9%18%13%11%11%

babc

12215224125-41364138403344282841International Signed
1%5%11%18%6%6%-%6%6%6%7%6%6%18%5%6%6%6%

bcab

International Tracked
32212174023-40354038393236292440(previously Airsure)
4%5%9%14%6%6%-%6%6%6%7%6%6%13%8%7%5%6%

ab

International Tracked
215982910-29242925282315151429and Signed
2%4%7%7%5%3%-%5%4%5%5%5%5%7%6%3%3%5%

a

International Economy
(previously surface

4372146-14141414148-2101014mail)
4%1%6%2%2%2%-%2%2%2%2%2%2%-%3%2%2%2%

bb

None of these (DO NOT
144513116946-69627158715557363772READ OUT)
16%11%10%9%11%12%-%11%11%11%10%11%11%22%9%8%8%11%

Don't Know (DO NOT READ
-*--*----****--***OUT)
-%*%-%-%*%-%-%-%-%*%*%*%*%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
84458131136663418-6666246716186685531980474526675Unweighted total
88416127117624400-6275756305586275132178424480635Weighted total

Refused (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
18648502156385103863723843749968102675Unweighted total
17849477142374733759824039445861108635Weighted total

84232567922255203181391992453356338Standard 1st Class
47%46%54%55%60%54%54%53%58%51%53%53%52%53%

6523212732021092811081821934152290Standard 2nd Class
37%47%44%51%53%44%24%47%45%46%42%67%48%46%

bac

64132057124216172651041792112542282Signed for 1st Class
36%27%43%50%66%46%47%44%43%45%46%41%38%45%

a

Special Delivery
5016144531314713187971031461934200Guaranteed by 1pm
28%33%30%38%35%31%36%31%40%26%32%30%32%32%

a

3291174019114815364971181628161Signed for 2nd Class
18%18%24%28%52%24%23%26%27%25%26%25%26%25%

a

451069297729944261651720103Parcelforce Worldwide
25%20%14%20%20%15%23%16%17%15%14%28%19%16%

c

International standard
mail (previously

21104325651167293932112268Airmail)
12%20%9%18%16%11%3%11%12%10%7%17%20%11%

bcc

1182812*38-4119212451141International Signed
6%17%6%8%1%8%-%7%8%5%5%8%10%6%

bc

International Tracked
8102613235-4017232621240(previously Airsure)
4%20%5%9%4%7%-%7%7%6%6%4%11%6%

b

International Tracked
79218*27*29820191929and Signed
4%17%4%5%1%6%*%5%3%5%4%1%8%5%

bb

International Economy
(previously surface

1467-10*1441082414mail)
1%8%1%5%-%2%*%2%2%3%2%3%4%2%

bb

None of these (DO NOT
3013541315527022514471972READ OUT)
17%26%11%9%2%12%6%12%9%13%10%11%18%11%

c

Don't Know (DO NOT READ
--*--*-*-**--*OUT)
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
18648502156385103863723843749968102675Unweighted total
17849477142374733759824039445861108635Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
1971741511535207675Unweighted total
1851451491557201635Weighted total

927570102*96338Standard 1st Class
50%52%47%66%6%48%53%

bcd

76596986*78290Standard 2nd Class
41%41%46%55%6%39%46%

cd

90616270*68282Signed for 1st Class
49%42%41%45%6%34%45%

Special Delivery
54373080353200Guaranteed by 1pm
29%25%20%51%42%26%32%

bbcd

52293545*35161Signed for 2nd Class
28%20%24%29%6%18%25%

c

27212728-51103Parcelforce Worldwide
14%15%18%18%-%25%16%

International standard
mail (previously

149162922968Airmail)
8%6%11%19%23%14%11%

bcd

135814-1941International Signed
7%4%5%9%-%10%6%

c

International Tracked
128911-1540(previously Airsure)

7%5%6%7%-%8%6%

International Tracked
1595-11429and Signed

8%6%3%-%18%7%5%

aaa

International Economy
(previously surface

734--514mail)
4%2%3%-%-%2%2%

aa

None of these (DO NOT
241524923672READ OUT)
13%11%16%6%34%18%11%

aa

Don't Know (DO NOT READ
-*----*OUT)
-%*%-%-%-%-%*%

Refused (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
915189185203921121011351108875128741492Unweighted total

12856466769912921826310982155148811491Weighted total

12536463759812421825710482145145801455Standard delivery
98%99%95%99%99%96%100%98%96%100%93%98%98%98%

ccehkckcekc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

13955599262816524147153system)
11%7%7%7%9%7%12%11%15%6%16%9%8%10%

jkljkl

Urgent delivery (send /
receive mail that needs

7342318131432207683to arrive rapidly)
6%6%4%4%1%6%6%5%3%2%13%5%7%6%

iiiibdefijki
m

564241116910384566International delivery
4%6%4%5%1%1%7%3%9%4%5%3%6%4%

hihibhimi

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

42223348532103449day delivery)
3%4%2%5%3%3%4%2%3%2%6%2%5%3%

-18-----------18Cross-Border Delivery
-%28%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

--*----------*Other (PLEASE SPECIFY)
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
2----2---*---2READ OUT)
*%-%-%-%-%1%-%-%-%*%-%-%-%*%

m

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2068781317364218744209230Timed Mail

16%13%11%10%13%13%16%16%17%9%29%13%11%15%

jabdfhij

klm

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7497433744985240111862874327128231541191492Unweighted total
7317606181439143063780330135221281161491Weighted total

7147416081439139561778325130201261161455Standard delivery
98%97%99%100%98%99%98%97%98%98%96%92%99%100%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

64897134146651912272147153system)
9%12%12%8%19%10%10%10%24%4%20%8%11%6%10%

abeabegabege

Urgent delivery (send /
receive mail that needs

3350512278498113*7383to arrive rapidly)
5%7%8%8%13%6%5%8%10%3%2%2%6%3%6%

abadeade

38286124603367427566International delivery
5%4%11%11%14%9%4%5%7%2%3%11%6%5%4%

aaaaeee

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

26233*124619287*9349day delivery)
4%3%5%6%6%5%3%3%3%2%5%2%7%2%3%

eg

992**2168*41-2118Cross-Border Delivery
1%1%4%3%3%4%1%1%*%1%1%-%2%1%1%

aa

-**--*-*------*Other (PLEASE SPECIFY)
-%*%*%-%-%*%-%*%-%-%-%-%-%-%*%

None of these (DO NOT
-2*--*2---*-2-2READ OUT)
-%*%*%-%-%1%*%-%-%-%*%-%1%-%*%

eg

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
92138111462191092626302209230Timed Mail
13%18%17%12%28%15%15%17%33%8%22%10%16%8%15%

babdeaeabegaeae

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617616918026973138569940838511074595725851492Unweighted total
3236112115725487027973247927912121570686901491Weighted total

3236111715625184327571446627511801568686751455Standard delivery
100%100%100%97%100%99%97%99%97%97%99%97%99%97%99%98%98%

ad

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-3681722962190422113213876153system)
-%15%10%7%11%9%11%8%12%9%8%11%4%5%11%11%10%

c

Urgent delivery (send /
receive mail that needs

-2754115416481916671423983to arrive rapidly)
-%10%12%4%2%4%6%6%7%4%6%6%4%6%2%6%6%

cbcdc

-36131212212931629372422866International delivery
-%14%9%10%7%5%2%10%4%1%10%3%12%6%3%4%4%

abaabaabaaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*1242732923179401242449day delivery)
6%5%3%4%1%3%4%3%3%4%3%3%6%4%5%3%3%

-132444792711121618Cross-Border Delivery
-%4%5%1%2%2%*%3%1%*%3%1%6%2%1%1%1%

aaaaaaa

-*-----*--*--*--*Other (PLEASE SPECIFY)
-%*%-%-%-%-%-%*%-%-%*%-%-%*%-%-%*%

None of these (DO NOT
------*-2--2-*--2READ OUT)
-%-%-%-%-%-%*%-%*%-%-%*%-%*%-%-%*%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*49111935151321395932198199114230Timed Mail
6%19%15%9%12%14%17%12%19%12%12%16%9%12%14%17%15%

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

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

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
2125712141351357921400262849685711492Unweighted total
1524512311221369861405162549475471491Weighted total

1424012011181337841371162549465281455Standard delivery
89%98%98%97%98%98%98%100%100%100%96%97%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

320130121415149*2-365153system)
19%8%11%10%10%6%11%3%8%-%6%12%10%

c

Urgent delivery (send /
receive mail that needs

*186597467611432983to arrive rapidly)
1%7%5%7%5%8%5%5%3%8%6%5%6%

*254156156226323566International delivery
1%10%3%4%4%6%4%13%22%6%5%6%4%

a

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-940346-4911*22049day delivery)
-%4%3%3%3%-%3%5%3%*%5%4%3%

1413216117***2918Cross-Border Delivery
5%2%1%2%1%2%1%3%2%*%4%2%1%

-*--*-*---*-*Other (PLEASE SPECIFY)
-%*%-%-%*%-%*%-%-%-%*%-%*%

None of these (DO NOT
2-*2*2*----22READ OUT)

10%-%*%1%*%2%*%-%-%-%-%*%*%

aa

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
3421852120911219124594230Timed Mail

20%17%15%17%15%13%16%7%8%9%11%17%15%

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1591469440344173781070263508622149296214924092628141492Unweighted total
1041467442317103541035246452572149189214914132528131491Weighted total

961455407310103431014236442552145586514554032427991455Standard delivery
93%99%92%98%100%97%98%96%98%96%98%97%98%97%96%98%98%

acdfb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3014115335229119224361153109153443278153system)
29%10%35%11%25%8%11%9%9%11%10%12%10%11%13%10%10%

bb

Urgent delivery (send /
receive mail that needs

13798320*176814323383588338123383to arrive rapidly)
13%5%19%6%2%5%7%6%7%6%6%6%6%9%5%4%6%

bbab

666242233225421204266576631122366International delivery
64%4%9%7%28%6%5%9%4%7%4%6%4%7%5%3%4%

abbacegaceaca

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

9424914*1039514204931491462949day delivery)
9%3%11%4%2%3%4%2%3%3%3%4%3%3%2%4%3%

bb

181894-7157611181418521118Cross-Border Delivery
17%1%2%1%-%2%1%3%1%2%1%2%1%1%1%1%1%

ab

-*-*--*---****--*Other (PLEASE SPECIFY)
-%*%-%*%-%-%*%-%-%-%*%*%*%*%-%-%*%

None of these (DO NOT
2*2--2*2-22222-*2READ OUT)
2%*%*%-%-%*%*%1%-%*%*%*%*%*%-%*%*%

bbg

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
40211230523471773570912301622307444113230Timed Mail
39%14%52%16%29%13%17%14%15%16%15%18%15%18%17%14%15%

bbc

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19111201781941465764-14611166147713001473129735130102211701492Unweighted total
19511251661661466763-1462114014701277146512984112997511701491Weighted total

19111011621621436737-1426111114361246143112693912596911581455Standard delivery
98%98%97%97%98%97%-%98%97%98%98%98%98%96%97%99%99%98%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

29992136149106-14813015013015013161588124153system)
15%9%13%22%10%14%-%10%11%10%10%10%10%14%12%9%11%10%

babb

Urgent delivery (send /
receive mail that needs

126011238065-83748378837258537083to arrive rapidly)
6%5%7%14%5%9%-%6%6%6%6%6%6%12%6%5%6%6%

abb

154111456652-665866636652212525666International delivery
8%4%7%27%5%7%-%5%5%5%5%5%4%6%9%5%5%4%

babbc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

6376184631-493949434945*4263949day delivery)
3%3%4%11%3%4%-%3%3%3%3%3%4%*%3%3%3%3%

ab

2142141711-181618161815*2131518Cross-Border Delivery
1%1%1%8%1%1%-%1%1%1%1%1%1%1%1%1%1%1%

ab

-*--**-*****--*-**Other (PLEASE SPECIFY)
-%*%-%-%*%*%-%*%*%*%*%*%-%-%*%-%*%*%

None of these (DO NOT
*2-*2*-22***--***2READ OUT)
*%*%-%*%*%*%-%*%*%*%*%*%-%-%*%*%*%*%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
391543254220161-2251932272022271981022132188230Timed Mail
20%14%19%32%15%21%-%15%17%15%16%15%15%25%17%14%16%15%

bbabb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
20343120027173116912113715219711275891131492Unweighted total
18940119827775114013813535439481285751191491Weighted total

18340117127175111013613195339221256721161455Standard delivery
97%100%98%98%100%97%99%97%98%97%98%97%97%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

175112381211071475896133614153system)
9%11%9%14%17%10%5%11%11%10%10%9%11%10%

bb

Urgent delivery (send /
receive mail that needs

135651856077619646761083to arrive rapidly)
7%12%5%6%7%5%5%6%3%7%5%8%8%6%

b

196392784716526404781166International delivery
10%16%3%10%11%4%1%5%5%4%4%11%9%4%

bacc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

814096411481238432349day delivery)
5%2%3%3%8%4%1%4%2%4%3%2%3%3%

5-153-15117612151118Cross-Border Delivery
2%-%1%1%-%1%1%1%1%1%1%2%1%1%

*-*--*-*-**--*Other (PLEASE SPECIFY)
*%-%*%-%-%*%-%*%-%*%*%-%-%*%

None of these (DO NOT
2--**--2-2*-22READ OUT)
1%-%-%*%*%-%-%*%-%*%*%-%1%*%

c

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
339173541916911219761541961220230Timed Mail
18%23%14%19%26%15%8%16%14%16%15%16%17%15%

bab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
38838136535852151492Unweighted total
38738136136271981491Weighted total

37836835035971941455Standard delivery
98%97%97%99%100%98%98%

bc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

35384040116153system)
9%10%11%11%18%8%10%

Urgent delivery (send /
receive mail that needs

22212317-1483to arrive rapidly)
6%6%6%5%-%7%6%

1315132622366International delivery
3%4%4%7%23%12%4%

bd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1181021-949day delivery)
3%2%3%6%-%4%3%

bcd

4544-418Cross-Border Delivery
1%1%1%1%-%2%1%

---*-**Other (PLEASE SPECIFY)
-%-%-%*%-%*%*%

None of these (DO NOT
--2--22READ OUT)
-%-%*%-%-%1%*%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

NET: Urgent / Tracked /
54526163134230Timed Mail
14%14%17%17%18%17%15%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
599140123129596765936658509546991Unweighted total
7854741465969133165594710010548919Weighted total

743463844566112816051469310048872Standard delivery
95%97%94%97%96%88%96%97%86%99%93%95%100%95%

eheheheeheheeh

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1124439919261522391123system)
14%8%9%8%16%12%14%16%25%5%23%8%3%13%

adjladadabdjklmabdjkl

Urgent delivery (send /
receive mail that needs

58423*3131342105768to arrive rapidly)
7%8%5%7%*%5%10%8%7%4%10%5%14%7%

iiiiibik

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

362123*1661252141day delivery)
5%4%3%5%5%*%12%3%3%4%5%2%1%4%

abefhklm

35213**1137371241International delivery
4%5%3%6%1%*%8%2%12%6%7%1%3%4%

bhibfhikmbh

-8-----------8Cross-Border Delivery
-%18%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

2-*--------2-2Other (PLEASE SPECIFY)
*%-%*%-%-%-%-%-%-%-%-%1%-%*%

None of these (DO NOT
9----42-1*---9READ OUT)
1%-%-%-%-%6%2%-%2%*%-%-%-%1%

bfijklm

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
1597671211263617531147179Timed Mail

20%14%15%14%20%17%20%22%28%11%31%13%15%19%

bdjklbdjkl

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
480511304456919068742460202911610963991Unweighted total
44547349712318693876619691138459919Weighted total

42844448711298243606518787128158872Standard delivery
96%94%96%100%96%96%95%93%99%95%95%88%96%97%95%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

53696*23117522013141129123system)
12%15%12%6%18%11%13%13%30%7%15%9%14%15%13%

ebdegeee

Urgent delivery (send /
receive mail that needs

31364*136339774*7368to arrive rapidly)
7%8%9%6%10%9%7%10%11%3%4%3%8%4%7%

ee

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

202141133724153-7141day delivery)
4%4%9%9%9%9%4%6%2%2%4%-%8%1%4%

aaee

23185122362435--6341International delivery
5%4%9%12%16%7%4%6%5%2%-%-%7%5%4%

aaabdeddd

441**174-2*-118Cross-Border Delivery
1%1%3%3%2%3%1%1%-%1%*%-%1%2%1%

aa

-2*--*2*-2----2Other (PLEASE SPECIFY)
-%*%*%-%-%*%*%*%-%1%-%-%-%-%*%

None of these (DO NOT
44*--*8--42-219READ OUT)
1%1%*%-%-%1%1%-%-%2%2%-%2%2%1%

gggg

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
7510491361698825211521211179Timed Mail
17%22%18%9%25%18%19%23%38%11%17%12%15%19%19%

bdeabdeg

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
25868138139190393333486172333658407750353991Unweighted total
*225796111173457230508181230689115346401919Weighted total

*225292109168427217486169217654114846381872Standard delivery
100%100%93%95%98%97%93%94%96%93%94%95%98%91%100%95%95%

aeac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-4613161865287817289515750123system)
-%17%11%13%15%11%14%12%15%10%12%14%5%9%15%13%13%

Urgent delivery (send /
receive mail that needs

-2957103518401018501232668to arrive rapidly)
-%9%16%5%6%6%8%8%8%5%8%7%5%4%7%7%7%

abcd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*24754201719517241141241day delivery)
54%7%7%7%4%3%4%7%4%3%7%3%9%3%8%3%4%

babaa

-351164112516-25162211841International delivery
-%14%9%12%6%2%2%11%3%-%11%2%14%3%1%4%4%

ababababaaabc

-11*22226*26*1*38Cross-Border Delivery
-%3%1%*%2%1%*%1%1%*%1%1%3%2%*%1%1%

a

-*--2--*2-*2-*-22Other (PLEASE SPECIFY)
-%1%-%-%1%-%-%*%*%-%*%*%-%*%-%*%*%

a

None of these (DO NOT
---*-3436-36-3-39READ OUT)
-%-%-%*%-%2%1%1%1%-%1%1%-%6%-%1%1%

a

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*5111726269443110264313616880179Timed Mail

54%20%20%17%23%15%21%19%22%14%19%20%11%11%18%20%19%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
142187591068857192027263964445991Unweighted total
10199710918276085919213346411919Weighted total

7191674837895481818203344384872Standard delivery
70%96%95%90%95%90%95%93%93%99%95%93%95%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3269414109411814-466123system)
25%13%13%15%13%7%14%5%17%-%9%16%13%

c

Urgent delivery (send /
receive mail that needs

*155366236411232968to arrive rapidly)
2%7%7%6%7%5%7%4%5%7%6%7%7%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

173343723911612041day delivery)
13%3%5%5%4%3%5%5%5%17%2%5%4%

ab

3201873473425352041International delivery
31%10%2%7%4%11%4%10%22%10%11%5%4%

aaa

-2718181-**58Cross-Border Delivery
-%1%1%1%1%1%1%3%-%*%*%1%1%

-2--2-2---*22Other (PLEASE SPECIFY)
-%1%-%-%*%-%*%-%-%-%*%*%*%

a

None of these (DO NOT
23444361*--59READ OUT)

15%1%1%5%*%5%1%7%1%-%-%1%1%

aa

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
437138181608170146789179Timed Mail

39%19%19%20%19%14%20%6%17%17%14%22%19%

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

Ofcom; Business Postal Tracker
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
13797136828411305727203396536991991962307201479991Unweighted total

919003452446277642183329476919919892289183439919Weighted total

848723022306259614168317446872872848274175414872Standard delivery
92%97%88%94%98%94%96%92%96%94%95%95%95%95%96%94%95%

acff

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

261141233233992192863123123121401370123system)
28%13%36%13%41%14%14%10%9%13%13%13%14%14%7%16%13%

bbeeeeebb

Urgent delivery (send /
receive mail that needs

15656821-155311223068686733142168to arrive rapidly)
16%7%20%9%-%5%8%6%7%6%7%7%8%11%8%5%7%

bba

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

9344116*1239420264141402351441day delivery)
10%4%12%7%3%4%6%2%6%5%4%4%4%8%3%3%4%

bbffab

41382710322262115354141372151541International delivery
45%4%8%4%42%8%4%11%5%7%4%4%4%7%3%4%4%

abbcabcegabcgab

8853-373368883148Cross-Border Delivery
9%1%1%1%-%1%1%2%1%1%1%1%1%1%*%1%1%

ab

-2-*-22-2-222*2-2Other (PLEASE SPECIFY)
-%*%-%*%-%1%*%-%*%-%*%*%*%*%1%-%*%

a

None of these (DO NOT
264--777179973249READ OUT)
2%1%1%-%-%2%1%4%*%1%1%1%1%1%1%1%1%

cabceg

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
3616317955348134264992179179175702584179Timed Mail
40%18%52%22%44%17%21%14%15%19%19%19%20%24%14%19%19%

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

Ofcom; Business Postal Tracker
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
128714145150975559-97883598593798284429100686821991Unweighted total
120664130125903528-9077619138589117833587608768919Weighted total

115631121121861495-8637238688238667452984595745872Standard delivery
95%95%94%97%95%94%-%95%95%95%96%95%95%84%96%98%97%95%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1675302812085-12010912011112010061672102123system)
14%11%23%23%13%16%-%13%14%13%13%13%13%16%19%12%13%13%

bcb

Urgent delivery (send /
receive mail that needs

9518196653-67546867685955416068to arrive rapidly)
7%8%6%15%7%10%-%7%7%7%8%7%8%14%6%7%8%7%

b

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

4316103829-41374138413811243241day delivery)
3%5%5%8%4%5%-%5%5%4%4%4%5%2%1%4%4%4%

b

62213294133-413941374032-5333141International delivery
5%3%10%23%4%6%-%4%5%4%4%4%4%-%6%5%4%4%

bab

261785-88888611778Cross-Border Delivery
1%1%1%6%1%1%-%1%1%1%1%1%1%2%2%1%1%1%

ab

-2--2*-222222-*2*2Other (PLEASE SPECIFY)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

None of these (DO NOT
-63195-99767611169READ OUT)
-%1%2%1%1%1%-%1%1%1%1%1%1%4%2%*%1%1%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
231203440173127-1761521751661751481020105144179Timed Mail
19%18%26%32%19%24%-%19%20%19%19%19%19%29%23%17%19%19%

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

Ofcom; Business Postal Tracker
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
OFC1885
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1713676820951763439483146778137393991Unweighted total
1563470820147692538663016187506396919Weighted total

1483167219345653498232895837136189872Standard delivery
95%91%95%96%97%94%92%95%96%94%95%96%92%95%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

244843659051183885941213123system)
16%12%12%18%11%13%9%14%12%14%13%19%13%13%

b

Urgent delivery (send /
receive mail that needs

12354131527612444546868to arrive rapidly)
8%8%8%7%3%7%13%7%8%7%7%9%8%7%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

813366293381626284841day delivery)
5%2%5%3%12%4%6%4%5%4%4%6%8%4%

ac

2122018328*4113282281141International delivery
14%6%3%9%6%4%*%5%4%4%3%12%11%4%

bcc

2-71-7*83681*8Cross-Border Delivery
1%-%1%1%-%1%1%1%1%1%1%1%*%1%

*22--2-22*2--2Other (PLEASE SPECIFY)
*%5%*%-%-%*%-%*%1%*%*%-%-%*%

b

None of these (DO NOT
3261-726454-49READ OUT)
2%5%1%1%-%1%5%1%1%1%1%-%4%1%

ac

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
33712846101339170551231371521179Timed Mail
21%21%18%23%22%19%17%20%18%20%18%24%22%19%

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

Ofcom; Business Postal Tracker
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
2682582452204181991Unweighted total
2372212362256165919Weighted total

2242122192176155872Standard delivery
94%96%93%96%100%94%95%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

30194133-23123system)
13%9%17%15%-%14%13%

cc

Urgent delivery (send /
receive mail that needs

14111924-1468to arrive rapidly)
6%5%8%10%-%9%7%

c

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

961115-741day delivery)
4%3%4%7%-%4%4%

c

841613-2341International delivery
4%2%7%6%-%14%4%

cc

2223-28Cross-Border Delivery
1%1%1%1%-%1%1%

--2*-22Other (PLEASE SPECIFY)
-%-%1%*%-%1%*%

None of these (DO NOT
*234-49READ OUT)
*%1%1%2%-%3%1%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

NET: Urgent / Tracked /
42265952-34179Timed Mail
18%12%25%23%-%21%19%

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

Ofcom; Business Postal Tracker
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Large letters
Base: All Respondents who send LARGE LETTERS regularly

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfedcbaSignificance Level: 95%
416947887274846674947376134675Unweighted total
5443227312451931184545696536635Weighted total

389261925183467903336434226459Standard delivery
71%82%71%80%72%67%73%77%73%81%62%65%72%72%

bcmbc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

168107841228291416262613192system)
31%31%24%24%17%25%30%25%31%35%38%40%36%30%

j

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

986454626137415149113day delivery)
18%20%13%17%18%11%28%11%15%9%22%21%25%18%

dfhkd

Urgent delivery (send /
receive mail that needs

6942325131363138778to arrive rapidly)
13%12%7%11%7%10%14%11%13%8%18%12%18%12%

47412*41318655555International delivery
9%13%5%8%1%9%14%*%19%13%8%7%14%9%

ffffffkmffff

-9-----------9Cross-Border Delivery
-%29%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

jkm

4-1-1*-3-----5Other (PLEASE SPECIFY)
1%-%3%-%6%*%-%2%-%-%-%-%-%1%

None of these (DO NOT
18*11-229*1-3-21READ OUT)

3%1%5%3%-%3%3%7%*%3%-%5%-%3%

Don't Know (DO NOT READ
*------*-----*OUT)
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
2481391072041422019423521280Timed Mail

46%40%34%33%30%40%44%36%46%43%60%54%60%44%

jfjklfjkfjkl

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

Ofcom; Business Postal Tracker
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fed*cbaSignificance Level: 95%
311364204284613047123925196391510041675Unweighted total
2863483458216012273019334128240635Weighted total

220239264616433181241202475731459Standard delivery
77%69%78%81%76%78%72%80%79%62%71%62%70%79%72%

abee

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

88104112361817313531242310192system)
31%30%33%41%40%28%30%32%41%27%36%34%28%25%30%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

615281251054543511187113day delivery)
21%15%24%20%24%24%18%20%12%18%2%8%22%17%18%

adddd

Urgent delivery (send /
receive mail that needs

393951137227327**13578to arrive rapidly)
13%11%16%22%18%14%12%12%10%14%*%4%16%13%12%

dddd

272851125123*102*14355International delivery
9%8%14%18%16%12%8%10%1%5%5%4%17%8%9%

ae

451-*185-21-119Cross-Border Delivery
1%1%3%-%3%3%1%2%-%1%2%-%2%2%1%

*5*--*5*-3--2-5Other (PLEASE SPECIFY)
*%1%*%-%-%1%1%*%-%2%-%-%2%-%1%

None of these (DO NOT
7141*1-2053742*-21READ OUT)
2%4%3%4%9%-%3%2%10%4%10%14%*%-%3%

bebabg

Don't Know (DO NOT READ
-***---*------*OUT)
-%*%*%4%-%-%-%*%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
12115916241026410415871343814280Timed Mail

42%46%48%51%52%45%44%46%48%45%37%38%46%34%44%

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

Ofcom; Business Postal Tracker
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
14147939712824829332557293382314743246675Unweighted total
*143556851133082203447122041472736293635Weighted total

*13283563832251412625614131861420234459Standard delivery
100%93%81%62%75%74%73%64%76%79%64%77%79%50%56%80%72%

abcdddccbcbc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-78242326887410118741192101478192system)
-%53%24%43%27%23%29%33%29%25%33%29%22%38%39%27%30%

abceabce

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-661112235562475625216640113day delivery)
-%42%17%19%14%20%18%28%14%7%28%13%19%22%15%14%18%

abcdeaba

Urgent delivery (send /
receive mail that needs

-636712412748327511533278to arrive rapidly)
-%44%7%11%8%11%13%12%14%5%12%12%13%18%7%11%12%

abcde

-3512711123223*32231312455International delivery
-%20%14%22%9%10%4%14%7%1%14%6%15%11%4%8%9%

aaabcaaba

-1**23235*36*2-49Cross-Border Delivery
-%4%1%*%2%3%1%2%2%1%2%1%3%9%-%1%1%

ab

----1*432-32---55Other (PLEASE SPECIFY)
-%-%-%-%1%*%1%1%1%-%1%1%-%-%-%2%1%

None of these (DO NOT
-*366331092101117-421READ OUT)
-%1%9%11%7%2%1%5%3%3%5%3%14%27%-%1%3%

aabaabab

Don't Know (DO NOT READ
--*----*--*-*---*OUT)
-%-%*%-%-%-%-%*%-%-%*%-%2%-%-%-%*%

a

NET: Urgent / Tracked /
-8112832471371151422311516621521109280Timed Mail
-%58%33%49%38%41%44%52%41%33%52%40%28%55%58%37%44%

ceabaadad

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

Ofcom; Business Postal Tracker
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
172454131395369458131335074479675Unweighted total
152403791325029254325314856468635Weighted total

7153299713884841210243342350459Standard delivery
43%64%79%54%77%52%76%40%77%68%75%75%72%

bbbeeee

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

979104501423116214121417136192system)
58%33%28%38%28%34%30%55%40%29%30%29%30%

aabc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

25755387631826921869113day delivery)
11%24%14%28%15%34%15%24%31%44%14%15%18%

aaaabab

Urgent delivery (send /
receive mail that needs

3363822561860410635578to arrive rapidly)
22%15%10%17%11%19%11%16%34%12%5%12%12%

aabc

428231936144157692955International delivery
26%12%6%15%7%15%8%19%23%11%15%6%9%

aaaaaa

*4518181*1169Cross-Border Delivery
3%2%1%1%2%1%2%2%*%1%2%1%1%

-5*4141----55Other (PLEASE SPECIFY)
-%2%*%3%*%5%*%-%-%-%-%1%1%

aaa

None of these (DO NOT
-1647143183-*3921READ OUT)
-%7%1%5%3%3%3%10%-%1%5%2%3%

aac

Don't Know (DO NOT READ
--*-*-*----**OUT)
-%-%*%-%*%-%*%-%-%-%-%*%*%

NET: Urgent / Tracked /
11127143821985922117173023194280Timed Mail
68%53%38%62%39%65%41%70%54%63%40%41%44%

aaaabab

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

Ofcom; Business Postal Tracker
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
12164932826213391485261266675638536622242141287675Unweighted total

835993152397379425247220635590476572228127269635Weighted total

64459163190625930716316545943935442616597186459Standard delivery
77%77%52%80%95%68%72%66%75%72%74%74%74%72%77%69%72%

aaaffff

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

451731927431151287867192174151169674677192system)
55%29%61%31%43%30%30%32%30%30%29%32%30%29%36%29%30%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

2010411343*7084514011310580104512536113day delivery)
24%17%36%18%3%18%20%21%18%18%18%17%18%22%19%13%18%

bca

Urgent delivery (send /
receive mail that needs

18747834-436025377871607130222478to arrive rapidly)
21%12%25%14%-%11%14%10%17%12%12%13%12%13%17%9%12%

bbcfa

55484011*44424014554843473541655International delivery
67%8%13%5%4%12%10%16%7%9%8%9%8%15%3%6%9%

abbcabcdegab

9963*575199883-69Cross-Border Delivery
11%2%2%1%7%1%2%2%1%1%1%2%1%1%-%2%1%

ab

-1-1-454451111-45Other (PLEASE SPECIFY)
-%*%-%*%-%1%1%2%2%1%*%*%*%*%-%2%1%

acabcabc

None of these (DO NOT
22133-121431221212021641121READ OUT)
2%3%1%1%-%3%3%1%6%3%4%4%4%3%3%4%3%

aff

Don't Know (DO NOT READ
-*-*-----*****--*OUT)
-%*%-%*%-%-%-%-%-%*%*%*%*%*%-%-%*%

NET: Urgent / Tracked /
5124928010231751931239528025320424810760111280Timed Mail
62%42%89%43%43%46%45%50%43%44%43%43%43%47%47%41%44%

bbc

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
84458131136663418-6666246716186685531980474526675Unweighted total
88416127117624400-6275756305586275132178424480635Weighted total

622979783456273-4554134564174543791059332369459Standard delivery
70%71%76%71%73%68%-%73%72%72%75%72%74%50%75%78%77%72%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

241194962188132-190182190169190148829123140192system)
28%29%39%53%30%33%-%30%32%30%30%30%29%36%37%29%29%30%

bab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

870363610686-11310411396113895137685113day delivery)
8%17%28%31%17%21%-%18%18%18%17%18%17%23%17%18%18%18%

bcab

Urgent delivery (send /
receive mail that needs

74724247755-777178727860510636278to arrive rapidly)
8%11%19%20%12%14%-%12%12%12%13%12%12%22%12%15%13%12%

bcb

53218335536-55525349533849364055International delivery
5%8%14%29%9%9%-%9%9%8%9%8%7%19%11%8%8%9%

bcab

181897-999997*1789Cross-Border Delivery
1%2%1%7%1%2%-%1%2%1%2%1%1%1%2%2%2%1%

ab

14--55-555255--115Other (PLEASE SPECIFY)
1%1%-%-%1%1%-%1%1%1%*%1%1%-%-%*%*%1%

None of these (DO NOT
5123*2113-211921192117*3151721READ OUT)
6%3%3%*%3%3%-%3%3%3%3%3%3%2%4%4%4%3%

cc

Don't Know (DO NOT READ
-*--*----****--***OUT)
-%*%-%-%*%-%-%-%-%*%*%*%*%-%-%*%*%*%

NET: Urgent / Tracked /
311826885272202-2772642782462782191335180197280Timed Mail
35%44%53%73%44%50%-%44%46%44%44%44%43%60%44%42%41%44%

cabb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
18648502156385103863723843749968102675Unweighted total
17849477142374733759824039445861108635Weighted total

1182535210131351264341682913354970459Standard delivery
67%52%74%71%84%74%69%73%70%74%73%79%65%72%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

61211424271525188751181202743192system)
34%42%30%29%19%32%13%31%31%30%26%44%39%30%

bcc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

428813111784109486673830113day delivery)
24%16%17%22%28%16%12%18%20%17%16%13%28%18%

bc

Urgent delivery (send /
receive mail that needs

298581755647421575961378to arrive rapidly)
17%17%12%12%13%12%10%12%9%14%13%10%12%12%

b

257302134615420353071955International delivery
14%14%6%15%8%10%2%9%9%9%7%11%17%9%

bc

5-72-7*9377119Cross-Border Delivery
3%-%1%1%-%2%1%1%1%2%2%2%1%1%

5-23-214232-35Other (PLEASE SPECIFY)
3%-%*%2%-%1%4%1%1%1%1%-%2%1%

a

None of these (DO NOT
92192216*20515151221READ OUT)
5%4%4%1%4%3%1%3%2%4%3%2%2%3%

Don't Know (DO NOT READ
--*--*-*-**--*OUT)
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

NET: Urgent / Tracked /
95312056516205112701061741873257280Timed Mail
53%63%43%46%42%43%28%45%44%44%41%52%53%44%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
1971741511535207675Unweighted total
1851451491557201635Weighted total

1281121081126127459Standard delivery
69%77%72%72%82%63%72%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

59413755567192system)
32%28%25%36%66%34%30%

b

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

39222329248113day delivery)
21%15%16%19%23%24%18%

Urgent delivery (send /
receive mail that needs

26132019-3678to arrive rapidly)
14%9%13%13%-%18%12%

107182113055International delivery
5%5%12%13%18%15%9%

cdcd

4132-49Cross-Border Delivery
2%1%2%1%-%2%1%

**4--55Other (PLEASE SPECIFY)
*%*%3%-%-%2%1%

acd

None of these (DO NOT
7825-921READ OUT)
4%5%1%3%-%5%3%

b

Don't Know (DO NOT READ
-*----*OUT)
-%*%-%-%-%-%*%

NET: Urgent / Tracked /
885165765110280Timed Mail
48%35%44%49%66%55%44%

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

Ofcom; Business Postal Tracker
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of mail you mentioned?  Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*hgf*ed*cb*aSignificance Level: 95%
255494851252530392930223718403Unweighted total
347181820273163652628424224403Weighted total

101*-12-21--3-12To the store
3%6%3%-%5%5%-%4%5%-%-%8%-%3%

j

To your office/place of
312161719262858602027373522365work

90%87%95%95%95%89%92%92%80%96%88%83%93%90%

4*-*12-**--*-5To the Post Office
1%3%-%2%5%5%-%1%1%-%-%*%-%1%

--------------To a delivery locker
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7-**--2-1--3-8To home / house address
2%-%3%1%-%-%4%-%5%-%-%8%-%2%

lm

Sent direct to client /
5**-----3-2--6customer
1%3%3%-%-%-%-%-%10%-%6%-%-%1%

---*---------*Somewhere else (specify)
-%-%-%2%-%-%-%-%-%-%-%-%-%*%

m

We do not place orders
for deliveries (DO NOT

13*----221122213READ OUT)
4%3%-%-%-%-%4%4%5%4%6%4%7%3%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused (DO NOT READ OUT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cbaSignificance Level: 95%
244159106162466297151211002244542403Unweighted total
221182163410387149221091653343403Weighted total

48*--*112-8--1-12To the store
2%4%2%-%-%3%3%2%-%7%-%-%4%-%3%

g

To your office/place of
20316215349349135191011243140365work

92%89%96%100%100%93%90%90%88%92%74%77%94%95%90%

221--141**--225To the Post Office
1%1%4%-%-%7%1%*%1%*%-%-%6%4%1%

aaeg

---------------To a delivery locker
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62*--*73------8To home / house address
3%1%1%-%-%1%2%2%-%-%-%-%-%-%2%

Sent direct to client /
24----61-12---6customer
1%2%-%-%-%-%2%1%-%1%15%-%-%-%1%

*-----*------**Somewhere else (specify)
*%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

We do not place orders
for deliveries (DO NOT

68----1372121--13READ OUT)
3%4%-%-%-%-%3%5%11%1%10%23%-%-%3%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused (DO NOT READ OUT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dc*baSignificance Level: 95%
-172448518217712019390120283143419137403Unweighted total
-420284580224842081118431932614169403Weighted total

---33-662366-2*512To the store
-%-%-%9%7%-%3%7%1%3%7%2%-%7%3%3%3%

abbba

To your office/place of
-41824387520375191997529032213152365work
-%96%91%87%85%94%90%89%92%90%89%91%100%83%95%90%90%

-*-**1231*32--*25To the Post Office
-%4%-%2%1%2%1%3%1%*%3%1%-%-%1%1%1%

a

-----------------To a delivery locker
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1*--622426---48To home / house address
-%-%6%2%-%-%3%2%1%4%2%2%-%-%-%2%2%

Sent direct to client /
--*22-124-24-**26customer
-%-%2%6%5%-%1%3%2%-%3%1%-%2%3%1%1%

abab

------*-*--*---**Somewhere else (specify)
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%*%*%

We do not place orders
for deliveries (DO NOT

---2236284212-2-613READ OUT)
-%-%-%6%5%4%3%2%4%3%2%4%-%9%-%4%3%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused (DO NOT READ OUT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
41132865235133370962223166403Unweighted total
11013014236126377531915169403Weighted total

-111111*11--2*312To the store
-%1%4%2%3%1%3%-%-%10%3%2%3%

To your office/place of
1962674232325339521514160365work

100%95%89%98%90%99%90%100%82%81%90%95%90%

a

--5-5-5--2115To the Post Office
-%-%2%-%1%-%1%-%-%9%4%*%1%

-------------To a delivery locker
-%-%-%-%-%-%-%-%-%-%-%-%-%

-26-8-8-*--28To home / house address
-%2%2%-%2%-%2%-%18%-%-%1%2%

Sent direct to client /
-51*5-6--1*26customer
-%5%*%1%1%-%2%-%-%7%3%1%1%

a

--*-*-*-----*Somewhere else (specify)
-%-%*%-%*%-%*%-%-%-%-%-%*%

We do not place orders
for deliveries (DO NOT

--13-13-13----213READ OUT)
-%-%4%-%4%-%4%-%-%-%-%1%3%

b

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused (DO NOT READ OUT
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
443881339731252948513819739326838811386200403Unweighted total
213841319611132837412618538923738710290206403Weighted total

*92-*585451151124612To the store
1%2%2%-%42%5%3%7%3%3%3%2%3%2%5%3%3%

cb

To your office/place of
16349119921102251651131733512203508582192365work
73%91%90%97%58%91%89%87%90%94%90%93%90%84%92%93%90%

ccc

*53*-242335352*25To the Post Office
2%1%2%*%-%2%2%2%2%1%1%1%1%2%*%1%1%

-----------------To a delivery locker
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*8-*-272328473328To home / house address
2%2%-%*%-%2%2%3%3%1%2%2%2%3%3%1%2%

Sent direct to client /
1623-151226261*46customer
6%2%1%3%-%1%2%1%1%1%2%1%2%1%1%2%1%

-*--------*-**--*Somewhere else (specify)
-%*%-%-%-%-%-%-%-%-%*%-%*%*%-%-%*%

We do not place orders
for deliveries (DO NOT

41272--12-221381381413READ OUT)
17%3%5%2%-%-%4%-%1%1%3%3%3%8%1%2%3%

abdab

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused (DO NOT READ OUT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
403055860387223-400327399361394363627265312403Unweighted total
403085542389219-402332399353395373620241298403Weighted total

*93*106-12101210119-25912To the store
*%3%5%1%3%3%-%3%3%3%3%3%3%-%11%2%3%3%

To your office/place of
322805239353203-363304361319358337618219272365work
81%91%94%94%91%93%-%90%92%90%91%91%90%100%89%91%91%90%

*41-54-545555--435To the Post Office
1%1%1%-%1%2%-%1%1%1%1%1%1%-%-%2%1%1%

------------------To a delivery locker
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

251*8*-838578--568To home / house address
4%2%2%1%2%*%-%2%1%2%1%2%2%-%-%2%2%2%

Sent direct to client /
*5-262-656365-1356customer
1%2%-%4%2%1%-%1%1%1%1%1%1%-%6%1%2%1%

-*--*--*-****--*-*Somewhere else (specify)
-%*%-%-%*%-%-%*%-%*%*%*%*%-%-%*%-%*%

We do not place orders
for deliveries (DO NOT

59--116-131113131313--9813READ OUT)
12%3%-%-%3%3%-%3%3%3%4%3%4%-%-%4%3%3%

ab

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused (DO NOT READ OUT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*bababac*b*aSignificance Level: 95%
69163297023319363671592443452728403Unweighted total
62113435922321393641602433592319403Weighted total

*111*-126621011-*12To the store
*%5%3%*%-%4%15%2%1%4%3%-%1%3%

a

To your office/place of
59113085617297303351442203212218365work
95%96%90%95%78%93%77%92%90%91%90%96%98%90%

b

--4**1-5224**5To the Post Office
-%-%1%*%1%*%-%1%1%1%1%2%1%1%

--------------To a delivery locker
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--7*2526627*-8To home / house address
-%-%2%1%11%2%4%2%4%1%2%2%-%2%

a

Sent direct to client /
3*6--5-6426--6customer
5%4%2%-%-%2%-%2%2%1%2%-%-%1%

--*--*-**-*--*Somewhere else (specify)
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

We do not place orders
for deliveries (DO NOT

--1122511231113--13READ OUT)
-%-%3%4%11%1%3%3%2%5%4%-%-%3%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused (DO NOT READ OUT
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

c*b*a*baSignificance Level: 95%
403--178403Unweighted total
403--265403Weighted total

12---112To the store
3%-%-%-%1%3%

To your office/place of
365--262365work

90%-%-%100%95%90%

5----5To the Post Office
1%-%-%-%-%1%

------To a delivery locker
-%-%-%-%-%-%

8----8To home / house address
2%-%-%-%-%2%

Sent direct to client /
6---36customer
1%-%-%-%5%1%

*----*Somewhere else (specify)
*%-%-%-%-%*%

We do not place orders
for deliveries (DO NOT

13----13READ OUT)
3%-%-%-%-%3%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

------Refused (DO NOT READ OUT
-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QV6b.4 When you place an order for an item to be delivered for your business, either in person, online or by telephone, where do you usually get the item delivered to? Please only think about items
that you order for your business.
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*hgfedcb*aSignificance Level: 95%
299535147212833373633354729450Unweighted total
398191717223069643624754731450Weighted total

Royal Mail signed for
274129121418534726154931193071st Class

69%65%56%71%63%61%76%74%73%63%66%66%64%68%

Special delivery - Next
182106913123529148381716206Day (by 1pm)

46%51%36%51%58%41%50%46%38%32%51%37%52%46%

13173668251881333154147Royal Mail Tracked
33%37%20%35%27%26%36%28%23%53%44%33%14%33%

efkmk

Royal Mail signed for
9734445122310917971092nd Class
24%17%26%26%19%17%18%37%27%35%23%19%23%24%

l

Recorded delivery -
--------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2712*136*3*38331None of these
7%5%10%3%6%10%9%1%8%1%4%17%11%7%

dfjm

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fed*cb*aSignificance Level: 95%
204246135173979315176281083875326450Unweighted total
18926123371342718437964464725450Weighted total

Royal Mail signed for
13117716259291134256132328153071st Class

69%68%71%83%76%66%68%73%67%63%74%56%60%61%68%

Special delivery - Next
871191324719394184712*227206Day (by 1pm)
46%46%57%55%68%52%45%51%48%49%27%8%48%29%46%

aadd

65828134138621128191164147Royal Mail Tracked
34%31%36%29%48%32%32%34%29%29%44%15%35%15%33%

a

Royal Mail signed for
5158611310346929421161092nd Class
27%22%25%45%15%25%24%25%23%30%10%37%23%25%24%

dd

Recorded delivery -
---------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

14172**2294-112*8531None of these
7%6%9%6%3%12%7%2%-%11%6%7%18%19%7%

gg

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dcbaSignificance Level: 95%
1282158607320116822062168282163730165450Unweighted total
*11193147702631262487612632431928199450Weighted total

Royal Mail signed for
*711193251180761765676231213211343071st Class

100%65%59%60%69%74%68%61%71%73%61%71%87%67%77%67%68%

cb

Special delivery - Next
-5141824401027810820781282121478206Day (by 1pm)
-%48%77%56%51%58%39%62%43%26%62%39%65%61%52%39%46%

aaabaaa

*25131322864078294010624769147Royal Mail Tracked
100%18%25%42%27%32%33%32%31%38%32%33%67%20%26%35%33%

Royal Mail signed for
*2681321573358183376128521092nd Class

100%16%31%24%29%29%21%26%23%23%26%23%30%9%28%26%24%

cc

Recorded delivery -
-----------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3*7*713181211813*121431None of these
-%30%2%22%*%10%5%14%5%1%14%4%7%6%9%7%7%

accaba

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
-151299743765040019182936235450Unweighted total
-144306743765139913162823240450Weighted total

Royal Mail signed for
-8322437270262815319171623071st Class
-%58%73%50%72%51%71%42%22%67%75%68%68%

bbb

Special delivery - Next
-651412917716190941511116206Day (by 1pm)
-%45%46%39%47%31%48%73%24%54%46%48%46%

b

-48992112610136323796147Royal Mail Tracked
-%33%32%28%34%20%34%26%16%12%30%40%33%

b

Royal Mail signed for
-337618919992393821092nd Class
-%23%25%24%24%18%25%18%16%31%13%34%24%

b

Recorded delivery -
-------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-24719111515210341131None of these
-%17%2%26%3%30%4%13%64%9%17%4%7%

aaaa

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
85416450139519133914015631243235342315487208450Unweighted total
58413450128318432712913929943033042415198198450Weighted total

Royal Mail signed for
4528430788111523077101190297237293105731293071st Class
78%69%68%68%20%62%70%59%73%64%69%72%69%69%74%65%68%

fdffdff

Special delivery - Next
3819120661*931555959141199154197753497206Day (by 1pm)
65%46%46%48%15%51%48%45%42%47%46%47%46%50%35%49%46%

abbb

2713914743*69994032100142111140433171147Royal Mail Tracked
46%34%33%33%12%38%30%31%23%34%33%34%33%28%31%36%33%

abeeee

Royal Mail signed for
161051094634985314588106891042630521092nd Class
28%25%24%36%86%26%26%24%32%30%25%27%25%17%30%26%24%

cc

Recorded delivery -
-----------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

426313-25251711292417231241431None of these
8%6%7%3%-%14%8%13%8%10%6%5%5%8%4%7%7%

cabcabc

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
4930792107436307-4453984454124453811650280361450Unweighted total
6229688102437308-4443934463994463851946269357450Weighted total

Royal Mail signed for
491985774304214-30227830628330625416381852533071st Class
79%67%65%72%70%69%-%68%71%69%71%69%66%84%82%69%71%68%

c

Special delivery - Next
161494055196152-2061742031852031761023122170206Day (by 1pm)
27%50%46%54%45%49%-%46%44%46%46%46%46%51%49%45%48%46%

cc

16983341144100-14413014713414712391498124147Royal Mail Tracked
26%33%38%40%33%33%-%32%33%33%34%33%32%45%31%36%35%33%

Royal Mail signed for
2064253010783-108961081051088242293801092nd Class
32%22%28%29%24%27%-%24%25%24%26%24%21%24%47%35%23%24%

ca

Recorded delivery -
------------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3161263124-31303125312821172031None of these
5%5%13%6%7%8%-%7%8%7%6%7%7%8%2%6%6%7%

b

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
1003434110929339224281592913463861450Unweighted total
1003034310629337254251652843433666450Weighted total

Royal Mail signed for
581523672222412028810520324318413071st Class
58%49%69%67%75%71%81%68%63%71%71%51%63%68%

b

Special delivery - Next
4516141651514110196891171601630206Day (by 1pm)
45%54%41%61%53%42%39%46%54%41%47%45%45%46%

ba

3414105426114514249981062219147Royal Mail Tracked
34%47%31%39%20%34%21%33%30%34%31%61%29%33%

ac

Royal Mail signed for
2287632108351033672876141092nd Class
22%27%22%30%34%25%22%24%22%25%25%18%21%24%

Recorded delivery -
--------------Signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

147301226229823193831None of these
14%23%9%1%8%8%7%7%5%8%6%9%12%7%

a

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
1251031111114117450Unweighted total
123931131205114450Weighted total

Royal Mail signed for
807275812673071st Class
65%77%67%67%45%58%68%

d

Special delivery - Next
62264474453206Day (by 1pm)
51%28%39%61%90%46%46%

cbc

37243749143147Royal Mail Tracked
30%26%33%41%27%37%33%

c

Royal Mail signed for
28142838-281092nd Class
22%16%25%32%-%24%24%

c

Recorded delivery -
-------Signed for
-%-%-%-%-%-%-%

-------Refused
-%-%-%-%-%-%-%

10687-1831None of these
8%6%7%5%-%16%7%

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

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

Ofcom; Business Postal Tracker
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
916190182205941091041361089072129741493Unweighted total

128966647610012422326810786150150811495Weighted total

Standard Stamped Mail
89139454978851641837662100885410231st Class

69%59%70%64%79%68%73%68%71%72%67%59%66%68%

blblbjlblblbl

Standard Stamped Mail
722403747546512715454517690508462nd Class

56%61%58%61%54%52%57%57%50%60%51%60%62%57%

1st Class large letter
364151523323769633022473826417stamps

28%23%23%30%32%30%31%23%28%25%32%25%33%28%

2nd Class large letter
263131317152850572214223223305stamps

20%20%20%22%15%23%22%21%21%16%14%21%28%20%

ci

Franked / metered mail
119116659331865201761411st Class

9%16%9%8%5%7%15%7%5%6%13%11%7%9%

defhijkmdefij

Franked / metered mail
100126669271175121751242nd Class

8%18%10%8%6%7%12%4%7%6%8%11%6%8%

adefhijkff
m

22**1-1*83323123PPI - PPI 1st Class
2%*%1%1%-%1%*%3%3%4%2%2%2%2%

ll

181-111-332-6119PPI - PPI 2nd Class
1%2%-%1%1%1%-%1%3%2%-%4%2%1%

kkgkm

104349535785971952158771128108571203NET: 1st class services
81%75%82%75%85%78%88%80%82%83%85%72%71%80%

ababababjlbab

846514454597415717464608911356995NET: 2nd class services
66%78%68%70%59%60%70%65%59%70%59%75%69%67%

cefhikmcehim

NET: Standard stamped
1135545767921111922399775124128771314mail

88%82%89%88%92%89%86%89%90%88%83%85%95%88%

llllbcl

468212229385181833926585041540NET: Large letter stamps
36%32%34%38%38%41%36%31%37%30%39%34%50%36%

bdfklm

NET: Franked / metered
129136781133197620196155mail

10%20%10%10%8%9%15%7%7%8%13%12%7%10%

adefhijkf
m

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

Ofcom; Business Postal Tracker
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
916190182205941091041361089072129741493Unweighted total

128966647610012422326810786150150811495Weighted total

281*113*83326130NET: PPI
2%2%1%1%1%2%*%3%3%4%2%4%2%2%

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

Ofcom; Business Postal Tracker
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7407533735082241112063172328124221551211493Unweighted total
7227736181439143463781333134221291171495Weighted total

Standard Stamped Mail
503520334623991437532209717908410231st Class

70%67%54%43%46%59%69%69%66%66%73%80%70%72%68%

cdbcde

Standard Stamped Mail
44540128361981834730186721476898462nd Class

62%52%45%33%44%49%57%54%37%56%54%65%59%76%57%

adbcdeffffbdefg

1st Class large letter
21120714221040417229695344139417stamps

29%27%23%26%14%25%28%27%37%21%39%19%32%33%28%

ceeeegee

2nd Class large letter
1731321121829410723603433528305stamps

24%17%18%22%9%20%21%17%28%18%26%15%27%24%20%

acceggeg

Franked / metered mail
66751946912265192311*1551411st Class

9%10%31%51%45%22%9%10%23%7%8%1%12%4%9%

ababeabeaaabdega

Franked / metered mail
586718458107651418721241242nd Class

8%9%29%50%38%21%7%10%18%6%5%8%9%3%8%

ababeabaaeade

8151**1226174-4-23PPI - PPI 1st Class
1%2%2%3%1%2%2%1%2%2%3%-%3%-%2%

ag

91021*1185163-4-19PPI - PPI 2nd Class
1%1%3%6%2%2%1%1%2%2%2%-%3%-%1%

aag

587616538123311515177325511517105951203NET: 1st class services
81%80%86%92%87%85%80%81%91%77%86%81%81%81%80%

aaege

51048446611299494204921182169093995NET: 2nd class services
71%63%75%78%80%73%66%66%60%64%61%73%70%79%67%

aaaadefg

NET: Standard stamped
645668404828127455757297114201161121314mail

89%86%65%50%56%71%89%87%71%89%85%92%90%96%88%

dcdbcdeffffdefg

26927117331252221436996365944540NET: Large letter stamps
37%35%28%33%19%31%36%34%45%30%47%29%46%38%36%

cceeegeg

NET: Franked / metered
7284214710134721925142156155mail
10%11%35%54%49%26%9%11%24%7%10%8%12%5%10%

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

Ofcom; Business Postal Tracker
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7407533735082241112063172328124221551211493Unweighted total
7227736181439143463781333134221291171495Weighted total

112021*12881105-5-30NET: PPI
1%3%3%6%2%3%2%1%2%3%4%-%4%-%2%

aagagag

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416618126373438369941138311104494715981493Unweighted total
3236011715725287328273747728212141568707041495Weighted total

Standard Stamped Mail
*1227408119066213053635813089410384351610231st Class
6%52%45%34%52%76%76%46%73%75%46%74%64%56%62%73%68%

ddcdefcdefccbbc

Standard Stamped Mail
*112654102164487133448265133713536494048462nd Class
6%49%43%46%65%65%56%47%61%56%47%59%35%53%70%57%57%

adefadefdeccbacdd

1st Class large letter
-21015528525358261985835912124221417stamps
-%8%16%13%33%34%29%21%35%21%21%30%5%30%34%31%28%

defdefdefacbddd

2nd Class large letter
-31125437414863182606324211720162305stamps
-%13%18%22%28%30%17%22%25%13%22%20%4%24%28%23%20%

afaefaaddd

Franked / metered mail
-924452313288256382594138351411st Class
-%37%40%38%15%5%3%29%8%1%29%5%23%19%11%5%9%

abcabcabcababaaaaa

Franked / metered mail
-823412013207943379455125301242nd Class
-%35%38%35%13%5%2%28%6%1%28%4%31%17%7%4%8%

abcabcabcabaabaaaba

32*163711931112*4-723PPI - PPI 1st Class
94%8%1%1%4%1%1%4%1%1%4%1%2%6%-%1%2%

abdeababaab

32*3424125312715*619PPI - PPI 2nd Class
94%9%1%2%3%1%*%4%1%1%4%1%3%7%1%1%1%

abcdeaaabaab

32253881142027102236073732239801455545681203NET: 1st class services
100%96%88%75%73%80%81%79%82%78%79%81%90%80%77%81%80%

abcdcdc

3214999122183516223499272223771115155442995NET: 2nd class services
100%91%81%85%78%73%59%79%68%57%79%64%69%75%78%63%67%

abcaabaaabaaaa

NET: Standard stamped
*12336412623683117967046517911351050606551314mail
6%53%55%55%81%94%95%63%91%97%63%93%65%74%86%93%88%

defcdefcdefcbcbdbcd

-4132969118307913301199144912731281540NET: Large letter stamps
-%16%21%25%44%47%35%32%45%25%32%37%5%40%45%40%36%

adefadefdefaacddd

NET: Franked / metered
-92650261530906159066515838155mail
-%39%43%43%16%6%3%32%8%1%32%5%34%22%11%5%10%

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

Ofcom; Business Postal Tracker
Table 32  (continuation)                                                                                                                                                                        Page 433
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416618126373438369941138311104494715981493Unweighted total
3236011715725287328273747728212141568707041495Weighted total

33*394815114151515*1130NET: PPI
94%11%1%2%6%1%1%5%2%1%5%1%3%7%1%2%2%

abdeababaab

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

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

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-27512181231370781415262947725761493Unweighted total
-26612291161380771419182747545541495Weighted total

Standard Stamped Mail
-1608646396143981712252939010231st Class
-%60%70%54%70%55%69%40%43%53%53%70%68%

bbbbc

Standard Stamped Mail
-139707597873681141829283358462nd Class
-%52%58%51%57%46%57%22%64%62%51%61%57%

1st Class large letter
-823353338419399461011204417stamps
-%31%27%29%28%24%28%24%23%22%21%37%28%

bc

2nd Class large letter
-772293527020285291320147305stamps
-%29%19%30%20%26%20%10%33%29%36%27%20%

aa

Franked / metered mail
-4794221191612576512581411st Class
-%18%8%19%9%21%9%40%20%11%21%10%9%

aaaa

Franked / metered mail
-3491151091111456511481242nd Class
-%13%7%13%8%14%8%27%20%11%21%9%8%

aaa

-81412112123**623PPI - PPI 1st Class
-%3%1%1%2%2%2%10%9%1%1%1%2%

a

-7121182173311319PPI - PPI 2nd Class
-%3%1%1%1%2%1%18%10%1%1%1%1%

a

-216987891114591144171930444611203NET: 1st class services
-%81%80%77%81%77%81%91%69%64%80%83%80%

cc

-176819749214694811233543384995NET: 2nd class services
-%66%67%64%67%60%67%63%85%74%79%69%67%

NET: Standard stamped
-207110791122360125382041384921314mail
-%78%90%79%89%78%88%42%73%88%71%89%88%

bbbbb

-12141954486325075102023253540NET: Large letter stamps
-%45%34%47%35%42%36%26%38%44%42%46%36%

aa

NET: Franked / metered
-5010523132171398651262155mail
-%19%9%20%10%22%10%42%21%11%23%11%10%

aaaa

-13171292284311730NET: PPI
-%5%1%1%2%2%2%20%10%2%2%1%2%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1561493423343183861062271497634147596014504182578081493Unweighted total
1011495424317103691027257443590147789314534242498051495Weighted total

Standard Stamped Mail
5610233022117243691158303384100762499627114759110231st Class
55%68%71%67%72%66%67%61%68%65%68%70%69%64%59%73%68%

ccfdffbc

Standard Stamped Mail
5084623820572015971392633468414858362401544448462nd Class
50%57%56%65%73%54%58%54%59%59%57%54%58%57%62%55%57%

a

1st Class large letter
38417185109511930810210719041737440812271224417stamps
37%28%44%34%48%32%30%40%24%32%28%42%28%29%29%28%28%

bbeacdegeacdeg

2nd Class large letter
343051119069523390851593032672929859148305stamps
34%20%26%28%58%26%23%35%19%27%20%30%20%23%24%18%20%

bbacdegacegacega

Franked / metered mail
3314149401461063761771411161385731501411st Class
33%9%11%13%13%12%10%14%14%13%10%13%10%13%13%6%9%

abacacacacaa

Franked / metered mail
291243535139923360671241021224929431242nd Class
29%8%8%11%10%11%9%13%14%11%8%11%8%12%12%5%8%

abacacgacacaa

52382-9209911231123124723PPI - PPI 1st Class
5%2%2%1%-%2%2%4%2%2%2%1%2%3%2%1%2%

bcabca

61972-9187139191119112619PPI - PPI 2nd Class
6%1%2%1%-%2%2%3%3%2%1%1%1%3%1%1%1%

abcabca

9012033662578300828205374480118776811703401896571203NET: 1st class services
89%80%86%81%84%81%81%80%85%81%80%86%80%80%76%82%80%

bbacacdfgb

809952792368251705182332424990608975302186496995NET: 2nd class services
79%67%66%74%84%68%69%71%75%72%67%68%67%71%75%62%67%

ababcgacaa

NET: Standard stamped
6713143652818308894207367496129574712823472077451314mail
66%88%86%89%86%84%87%80%83%84%88%84%88%82%83%92%88%

ccbefbdefbdefbc

495402161406161398141136250537470519163102275540NET: Large letter stamps
48%36%51%44%62%44%39%55%31%42%36%53%36%38%41%34%36%

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1561493423343183861062271497634147596014504182578081493Unweighted total
1011495424317103691027257443590147789314534242498051495Weighted total

NET: Franked / metered
341555041150116416881155126152603657155mail
33%10%12%13%13%14%11%16%15%14%11%14%10%14%14%7%10%

abacgacgacacaa

730112-1426121414301630146930NET: PPI
7%2%3%1%-%4%3%5%3%2%2%2%2%3%3%1%2%

abcabca
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19311171791971471760-14631169148012981475131535133104412051493Unweighted total
19311191781681476760-1467114014771276147113154113199512031495Weighted total

Standard Stamped Mail
1277881081111014513-1003766101586610109053179571102310231st Class

66%70%61%66%69%68%-%68%67%69%68%69%69%77%61%57%85%68%

ab

Standard Stamped Mail
13661010092839447-831663831712829713191118465758462nd Class

71%54%56%55%57%59%-%57%58%56%56%56%54%48%85%85%48%57%

abbca

1st Class large letter
503174671412234-4173384153824123561246231417417stamps
26%28%26%42%28%31%-%28%30%28%30%28%27%30%35%23%35%28%

abb

2nd Class large letter
632053758304184-303254302265300248352305216305stamps
33%18%20%34%21%24%-%21%22%20%21%20%19%7%40%31%18%20%

ababbbca

Franked / metered mail
2292252913680-1411111381301381235151101411411st Class
12%8%14%17%9%11%-%10%10%9%10%9%9%11%11%11%12%9%

bab

Franked / metered mail
2475242512067-124971211141211054161241111242nd Class
12%7%14%15%8%9%-%8%9%8%9%8%8%11%12%13%9%8%

bbaba

415442313-232023202318-4162323PPI - PPI 1st Class
2%1%2%3%2%2%-%2%2%2%2%2%1%-%3%2%2%2%

*14431910-19181919191424191319PPI - PPI 2nd Class
*%1%2%2%1%1%-%1%2%1%2%1%1%4%3%2%1%1%

1469111411461189615-11839071194103611891061399670212031203NET: 1st class services
76%81%79%87%81%81%-%81%80%81%81%81%81%95%73%71%100%80%

baacb

157708128120982531-97978697984997784023127995702995NET: 2nd class services
81%63%72%71%67%70%-%67%69%66%67%66%64%56%97%100%58%67%

abbbca

NET: Standard stamped
1719981451371299656-128699512951105129011553411586110421314mail

88%89%81%81%88%86%-%88%87%88%87%88%88%85%88%87%87%88%

ac

743986490534305-5374375374805354641259353450540NET: Large letter stamps
38%36%36%54%36%40%-%37%38%36%38%36%35%30%45%36%37%36%

abc

NET: Franked / metered
2799283015087-154121152143152135516124142155mail
14%9%16%18%10%11%-%11%11%10%11%10%10%11%13%13%12%10%

bbab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your standard mail?
Base: All those using RM standard delivery services
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19311171791971471760-14631169148012981475131535133104412051493Unweighted total
19311191781681476760-1467114014771276147113154113199512031495Weighted total

420553017-30273028302325232430NET: PPI
2%2%3%3%2%2%-%2%2%2%2%2%2%4%4%2%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
19249122227176118912113725259681276901121493Unweighted total
18351121927776115713713585489471284781211495Weighted total

Standard Stamped Mail
1132883718647807111912352671898388010231st Class

62%55%69%67%62%70%81%67%64%71%70%48%66%68%

abbb

Standard Stamped Mail
9929675171466496178529355373551588462nd Class
54%57%55%62%60%56%44%58%54%58%57%65%48%57%

bba

1st Class large letter
60163189924317283901532643562533417stamps
33%31%26%36%31%27%20%29%28%28%28%32%27%28%

bb

2nd Class large letter
51192258024229192861101952373335305stamps
28%38%18%29%32%20%14%21%20%21%18%42%29%20%

baacc

Franked / metered mail
3261231981003138519111011171411st Class
17%11%10%7%11%9%2%10%9%10%9%14%14%9%

b

Franked / metered mail
21410619392412040851009151242nd Class
12%9%9%7%4%8%3%9%7%9%8%11%12%8%

b

63167*21-231112135523PPI - PPI 1st Class
3%5%1%2%*%2%-%2%2%1%1%6%4%2%

cc

52119*16-19109112619PPI - PPI 2nd Class
3%5%1%3%*%1%-%1%2%1%1%2%5%1%

bc

154349902135893611310904237811035571011203NET: 1st class services
84%67%81%77%75%81%82%80%77%82%81%73%83%80%

ab

1213679719851759669283536418496478995NET: 2nd class services
66%71%65%72%67%66%48%68%64%68%66%82%65%67%

bbac

NET: Standard stamped
14142106624867102413411794748391144611011314mail

77%83%87%90%88%89%98%87%87%89%89%79%83%88%

aab

803140913137403335062013384443952540NET: Large letter stamps
44%62%34%47%49%35%24%37%37%36%35%51%43%36%

bbabc

NET: Franked / metered
3381332291114151551001231117155mail
18%15%11%8%11%10%3%11%10%11%10%15%14%10%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
19249122227176118912113725259681276901121493Unweighted total
18351121927776115713713585489471284781211495Weighted total

852010*25-301614195630NET: PPI
4%10%2%4%*%2%-%2%3%1%1%7%5%2%

bcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
38537836936152101493Unweighted total
38337936636772011495Weighted total

Standard Stamped Mail
252248260263412510231st Class

66%66%71%72%60%62%68%

Standard Stamped Mail
20921323019341108462nd Class

55%56%63%53%52%55%57%

ad

1st Class large letter
10073108137462417stamps

26%19%29%37%60%31%28%

ccbcd

2nd Class large letter
774481103457305stamps
20%12%22%28%52%28%20%

cccd

Franked / metered mail
344021462321411st Class

9%11%6%12%23%16%9%

bb

Franked / metered mail
263621412211242nd Class

7%10%6%11%23%10%8%

bd

5548-823PPI - PPI 1st Class
1%1%1%2%-%4%2%

*4312*719PPI - PPI 2nd Class
*%1%1%3%6%3%1%

bcd

29830229131241631203NET: 1st class services
78%80%79%85%60%81%80%

bcd

2412592542406134995NET: 2nd class services
63%68%69%66%82%67%67%

NET: Standard stamped
33732633631371601314mail

88%86%92%85%94%80%88%

ac

14496135165791540NET: Large letter stamps
37%25%37%45%94%45%36%

ccbcd

NET: Franked / metered
38432748233155mail
10%11%7%13%23%16%10%

b

66613*1230NET: PPI
1%1%2%4%6%6%2%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
606106123129707175906958507944964Unweighted total
8913945497885164183766210088541023Weighted total

1808812191442381518111862080-24%
20%19%19%24%24%17%26%21%20%28%11%20%11%20%

cac

11096771128183710151013125-49%
12%23%13%14%8%13%17%10%4%11%10%17%18%13%

eefikmeeee

1958121015113834161139201222550-74%
22%21%26%20%19%13%23%19%21%17%39%22%23%22%

hbdefhij

lm

40614192138485693422740362545975-100%
46%36%42%43%48%57%34%51%55%43%40%40%48%45%

bgklglgl

8913945497885164183766210088541023Answered
61.4256.0060.4958.4061.2066.5352.5066.1368.5458.7963.2757.1161.4561.03Mean

gglglbgl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbagfed*cbaSignificance Level: 95%
47548920022361427644134621585179176964Unweighted total
50352033462399143753220971790841023Weighted total

11296911619973144016432202080-24%
22%18%26%20%22%28%20%17%26%18%16%26%36%24%20%

adeg

7457511312664101915251713125-49%
15%11%16%27%22%13%13%15%19%8%15%10%5%20%13%

bebebbe

1021237115218881046238172622550-74%
20%24%21%16%16%23%22%20%19%21%23%46%19%30%22%

g

2152441212844721319116443362145975-100%
43%47%37%37%40%36%45%49%36%53%45%19%40%26%45%

eaabfaa

50352033462399143753220971790841023Answered
58.7563.2452.9553.7451.3453.2661.3063.3354.1267.8061.1953.3250.8250.8261.03Mean

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dcbaSignificance Level: 95%
1212561104185555170490304170794194844438964Unweighted total
*122740811906621305363581308941038435161023Weighted total

*411112152108471075347161213101092080-24%
100%37%41%27%26%27%16%36%20%15%36%18%24%35%24%21%20%

aaaabaa

-1*101241661489281411712125313125-49%
-%5%1%24%14%22%10%11%17%8%11%13%11%6%28%10%13%

aaaac

-67820271572912868291962101110822550-74%
-%52%26%19%24%14%24%22%24%19%22%22%17%27%25%21%22%

bb

-1912297033140211209404205121024645975-100%
-%6%32%30%36%37%50%31%39%58%31%47%48%32%23%48%45%

bcdcbcbbc

*122740811906621305363581308941038435161023Answered
10.0034.8650.5150.1750.3752.5965.8948.1957.5970.8348.1962.8962.8554.3646.4662.1761.03Mean

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
-156808688964492012112537380964Unweighted total
-160864639614398171225293901023Weighted total

-5215515192720146515902080-24%
-%33%18%25%20%17%20%56%48%20%52%23%20%

aa

-1411731283128*1116113125-49%
-%9%14%5%13%7%13%3%4%2%4%16%13%

-39186122131021523519122550-74%
-%24%22%20%22%23%22%23%25%22%3%23%22%

b

-55405324282343713141214845975-100%
-%34%47%50%45%54%45%18%22%55%40%38%45%

b

-160864639614398171225293901023Answered
-51.8562.7362.2760.9567.8060.7434.7438.9566.9849.4455.8461.03Mean

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
789642752208236666147305385948614938251145559964Unweighted total
561023302211724369115830338410076249962711475911023Weighted total

182086150465151546210220714120169371002080-24%
33%20%20%24%55%27%22%34%21%27%21%23%20%25%25%17%20%

ababcegacaa

121315530133972049511309712938207213125-49%
22%13%18%14%9%14%14%13%16%13%13%16%13%14%14%12%13%

bb

132258152248153327387225167222583313022550-74%
24%22%27%25%22%20%22%20%24%23%22%27%22%21%23%22%22%

ac

1245910679197290521181444462194441065628945975-100%
22%45%35%38%13%40%42%33%39%38%44%35%45%39%38%49%45%

accbfbdfbdfbc

561023302211724369115830338410076249962711475911023Answered
43.2661.0355.5254.5234.8756.6759.2849.9657.6354.9660.6054.5960.8456.0855.8964.2461.03Mean

accbdffbdfbdfbc

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
121737105113952493-9457479588259558532577562964964Unweighted total
1277881081111014513-100376610158661010905317957110231023Weighted total

461372532203113-2071722051742051711341942082080-24%
36%17%23%28%20%22%-%21%22%20%20%20%19%2%42%34%20%20%

abbca

2496111613187-12910512911512710932112313113125-49%
19%12%10%14%13%17%-%13%14%13%13%13%12%9%27%22%13%13%

bbca

231802228225114-220172225194225194101815922522550-74%
18%23%20%25%22%22%-%22%23%22%22%22%21%31%23%28%22%22%

a

343755136455198-4473174563834534311869445945975-100%
26%48%47%32%45%39%-%45%41%45%44%45%48%58%8%16%45%45%

ccacab

1277881081111014513-100376610158661010905317957110231023Answered
45.8563.6160.0652.1261.1356.92-60.7158.6761.1760.6461.1162.7176.0934.4140.5761.0361.03Mean

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababacbaSignificance Level: 95%
1082878418051777948703176478364872964Unweighted total
113288371864780711191235267189838801023Weighted total

36111644415154111976913817213232080-24%
31%41%20%23%32%19%10%22%20%21%19%34%29%20%

abcc

122105272105161153992104121513125-49%
10%7%12%14%4%13%14%13%11%14%12%32%19%13%

bc

3081745116162152117814820931022550-74%
26%30%21%27%33%20%13%23%22%22%23%8%12%22%

abab

376395651538769390166293414103245975-100%
32%22%47%35%32%48%62%43%47%44%46%26%40%45%

abab

113288371864780711191235267189838801023Answered
51.3241.8562.3055.3352.3162.6974.0159.4563.2159.8962.2342.2255.1261.03Mean

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
2432512412293117964Unweighted total
25224826026341251023Weighted total

444844721412080-24%
18%19%17%27%31%33%20%

bcd

301951322913125-49%
12%8%20%12%39%7%13%

acd

5765624213522550-74%
23%26%24%16%30%28%22%

aa

121117104118-4045975-100%
48%47%40%45%-%32%45%

25224826026341251023Answered
63.1464.1659.2957.7932.9150.4161.03Mean

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail First Class
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
493110102120505858745547357343825Unweighted total
72240374754651271545451769050846Weighted total

12764781115289102112131450-24%
18%15%12%16%15%17%12%18%17%19%27%14%26%17%

kk

1036465926221161111311925-49%
14%14%10%14%10%13%20%14%21%11%14%12%6%14%

aa

170111381810373491217201420250-74%
24%26%35%18%33%15%29%22%16%23%23%23%28%24%

ehjmhj

32218162523355070252428472038075-100%
45%44%43%53%43%55%39%46%46%46%36%52%41%45%

72240374754651271545451769050846Answered
61.1262.8763.7167.0362.0664.7260.0661.3860.6460.1754.8066.6658.4461.64Mean

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

Ofcom; Business Postal Tracker
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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 of mail.)
Base: All who send Standard Stamped Mail 2nd Class
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fed*cbaSignificance Level: 95%
45137417217351206533412617567158690825Unweighted total
4454012836198183473018672147689846Weighted total

727341121417142815-1551450-24%
16%18%13%24%24%8%17%21%12%15%21%-%20%5%17%

bbaaaa

7148511311441627162101611925-49%
16%12%18%40%12%17%14%12%21%15%22%12%13%18%14%

g

113898125194791238177103120250-74%
25%22%27%30%29%27%24%23%42%21%23%48%13%35%24%

bbeg

18919111*29369155893256413738075-100%
43%48%41%6%35%48%45%45%26%50%34%40%54%42%45%

dd

4454012836198183473018672147689846Answered
60.3463.0860.7537.7055.4965.6061.6761.2354.2564.3450.9963.7164.0764.5261.64Mean

dddd
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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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 of mail.)
Base: All who send Standard Stamped Mail 2nd Class
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dcbaSignificance Level: 95%
1192476110174418158430237158667134747354825Unweighted total
*11265410216448713344826513371353649404846Weighted total

-12814279322843922123143751450-24%
-%7%8%15%13%16%19%16%19%15%16%17%9%10%6%19%17%

b

-1692023612471242495*8105211925-49%
-%8%22%17%20%14%12%18%16%9%18%13%6%22%21%13%14%

aa

-7612194311431119523117126169920250-74%
-%58%22%22%18%26%23%23%27%20%23%24%45%18%33%24%24%

a

*31325507121956174150563252182017838075-100%
100%27%48%46%49%43%45%42%39%57%42%46%39%50%40%44%45%

bc

*11265410216448713344826513371353649404846Answered
90.0058.6666.4863.5363.2761.3361.0059.9058.3968.0059.9061.9660.0964.4064.0461.2161.64Mean

bc

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class

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

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

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
-13269359766387879142430333825Unweighted total
-13970759787368114182928335846Weighted total

-27118171281413114512721450-24%
-%19%17%28%16%38%16%32%23%17%43%22%17%

aaa

-21981010941151*425111925-49%
-%15%14%17%14%10%14%19%3%15%6%15%14%

-42160151871119113868120250-74%
-%30%23%26%24%30%24%32%19%26%21%24%24%

-4933217363737311012813138075-100%
-%35%47%29%46%21%46%17%55%42%30%39%45%

bbb

-13970759787368114182928335846Answered
-55.8362.7850.7762.4543.9662.4138.2664.6862.4246.5457.6061.64Mean

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

Ofcom; Business Postal Tracker
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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 of mail.)
Base: All who send Standard Stamped Mail 2nd Class

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
708252132049196582132275345818493812216151453825Unweighted total
508462382057201597139263346841485836240154444846Weighted total

7145453625796375373143971414425731450-24%
15%17%19%17%22%28%16%27%20%21%17%20%17%18%16%16%17%

cacg

131195730*28912436571199911943165811925-49%
26%14%24%15%4%14%15%17%14%16%14%21%14%18%10%13%14%

bbacegb

202027253244143287881200127199524610320250-74%
40%24%30%26%34%22%24%21%30%23%24%26%24%22%30%23%24%

bcf

10380648637226749961353791623761016721138075-100%
19%45%27%42%40%36%45%35%36%39%45%33%45%42%43%47%45%

acbefbefbef

508462382057201597139263346841485836240154444846Answered
48.4461.6451.7460.6457.9453.7761.8554.1456.9357.4961.7053.6861.7759.1162.4463.0661.64Mean

acabefbdefbdef

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
1276158395815422-80964681670481470018102825570825Unweighted total
13661010092839447-83166383171282971319111846575846Weighted total

1398331814470-144111139107139132391451311450-24%
10%16%33%19%17%16%-%17%17%17%15%17%19%16%9%17%23%17%

bcab

2580141911880-1191021191161178572511911611925-49%
19%13%14%21%14%18%-%14%15%14%16%14%12%37%23%14%20%14%

cb

351511729202119-19615920217620216073620218720250-74%
26%25%17%32%24%27%-%24%24%24%25%24%22%37%32%24%32%24%

cb

632813726374178-37129137131237033724038014138075-100%
46%46%36%28%45%40%-%45%44%45%44%45%47%11%36%45%24%45%

ccaa

13661010092839447-83166383171282971319111846575846Answered
63.6062.9351.1252.8061.4559.64-61.3761.2861.5661.5261.6162.2741.9361.1561.6448.1661.64Mean

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

Ofcom; Business Postal Tracker
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Standard Stamped Mail 2nd Class
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababacbaSignificance Level: 95%
972467315239660637622765497085557825Unweighted total
992967517146649617852935537355158846Weighted total

14101093631216139431021217151450-24%
15%36%16%21%7%19%10%18%15%18%16%13%26%17%

17489302927112437610011711925-49%
18%14%13%17%5%14%11%14%15%14%14%22%12%14%

34316339181441318958144173131720250-74%
35%10%24%23%39%22%21%24%20%26%23%25%29%24%

ab

3312313672329235345150230341201938075-100%
33%41%46%39%50%45%58%44%51%42%46%40%33%45%

aaa

992967517146649617852935537355158846Answered
56.3150.5862.7357.3569.4761.1271.3060.8965.5259.5862.4761.6153.0661.64Mean

aaa
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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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 of mail.)
Base: All who send Standard Stamped Mail 2nd Class
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
2082132181862106825Unweighted total
2092132301934110846Weighted total

343433431191450-24%
16%16%14%22%35%17%17%

b

20263736-1711925-49%
10%12%16%19%-%16%14%

d

50485450-3420250-74%
24%23%24%26%-%31%24%

1051051066423938075-100%
50%49%46%33%65%36%45%

aaa

2092132301934110846Answered
65.5063.4162.5654.4166.0955.8161.64Mean

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

Ofcom; Business Postal Tracker
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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 of mail.)
Base: All who send Standard Stamped Mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*hgf*e*d*cb*aSignificance Level: 95%
253424158292935332922223420394Unweighted total
364151523323769633022473826417Weighted total

2121111152125404016142120142480-24%
58%73%71%64%67%68%57%64%55%63%45%54%51%59%

694233610138381177825-49%
19%25%12%15%8%17%15%21%27%12%16%29%27%19%

60*235514103310646550-74%
16%3%15%12%17%12%20%15%8%13%22%16%17%16%

lll

24-*2315-338*12675-100%
7%-%3%9%8%3%8%-%9%12%17%*%5%6%

364151523323769633022473826417Answered
26.6117.1321.3325.0623.5823.4328.7920.3326.5926.8238.7723.7026.1225.99Mean

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

Ofcom; Business Postal Tracker
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1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cbaSignificance Level: 95%
1981968013125531417523654843633394Unweighted total
21120714221040417229695344139417Weighted total

139109811624091154928225322480-24%
66%53%58%42%72%59%59%53%50%71%53%40%62%82%59%

adgdg

42363112744046163537825-49%
20%17%24%35%28%20%18%23%13%9%29%60%13%8%19%

eae

21452*-264291087-846550-74%
10%22%12%6%-%16%16%17%36%11%13%-%20%10%16%

b

9171*-*2513*63-2-2675-100%
4%8%6%17%-%4%6%7%1%8%5%-%6%-%6%

21120714221040417229695344139417Answered
21.7830.2823.4731.2315.6323.3126.0728.7028.6323.2925.5222.6526.9015.0525.99Mean

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

Ofcom; Business Postal Tracker
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1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*e*dcbacbaba*d*c*baSignificance Level: 95%
-71128628020476240787631852720186394Unweighted total
-21015528525358261985835912124221417Weighted total

-28113647144331615433215*16141352480-24%
-%79%83%71%69%56%57%57%62%55%57%60%57%80%58%61%59%

-**3728381247191266*17417825-49%
-%21%4%22%14%33%15%20%18%19%20%18%43%7%28%19%19%

ac

---1675244516461-32286550-74%
-%-%-%5%11%9%20%7%17%17%7%17%-%13%9%13%16%

bcb

--1*3219989917--1172675-100%
-%-%13%1%6%3%8%16%3%10%16%5%-%-%5%8%6%

bba

-21015528525358261985835912124221417Answered
-11.9019.4419.1020.8722.3829.0229.0224.7127.6129.0225.5014.7016.3522.1726.1625.99Mean

bc

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

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 461

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-74320293651837646918186394Unweighted total
-823353338419399461011204417Weighted total

-44204182301123715881142480-24%
-%54%61%55%60%60%59%14%80%75%74%56%59%

-21571068276--*1507825-49%
-%26%17%29%18%11%19%-%-%2%7%25%19%

-858363461--2*286550-74%
-%10%17%9%16%22%15%-%-%23%4%14%16%

-91732412541-2132675-100%
-%11%5%8%6%7%6%86%20%-%16%6%6%

-823353338419399461011204417Answered
-29.6825.0928.5925.7627.6825.9177.8526.6019.5626.8826.7825.99Mean

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

Ofcom; Business Postal Tracker
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1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
5639415810651103049310217639434738311459221394Unweighted total
38417185109511930810210719041737440812271224417Weighted total

252489872360198567310724821124774481262480-24%
67%59%53%66%54%51%64%55%68%56%59%56%60%61%67%56%59%

abb

1078412222760181440787475245497825-49%
27%19%22%21%37%23%19%18%13%21%19%20%18%19%7%22%19%

bb

165339*21371718266562651413396550-74%
3%16%18%8%9%18%12%17%17%14%16%17%16%11%18%17%16%

ccc

126135-111311217262621115102675-100%
3%6%7%5%-%9%4%11%2%9%6%7%5%9%7%5%6%

egege

38417185109511930810210719041737440812271224417Answered
18.3925.9928.6622.3416.9530.8122.8829.9022.0928.0525.9927.5725.0726.0925.2026.1825.99Mean

ccceggeg

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

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 463

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
522954570389221-393324393363390337844227394394Unweighted total
503174671412234-4173384153824123561246231417417Weighted total

331902447245135-2482032482342472018341682482480-24%
66%60%52%66%59%58%-%59%60%60%61%60%56%69%74%73%59%59%

ca

13568147850-7861787176691950787825-49%
26%18%18%19%19%21%-%19%18%19%19%18%19%10%20%22%19%19%

355786534-655463546365-*10656550-74%
7%17%16%11%16%15%-%16%16%15%14%15%18%-%*%4%16%16%

ab

*16722415-262026222621223262675-100%
1%5%14%3%6%6%-%6%6%6%6%6%6%20%5%1%6%6%

bcb

503174671412234-4173384153824123561246231417417Answered
17.6425.7532.0921.9625.7326.21-25.9425.6925.7824.7725.8326.8730.3319.1616.6025.9925.99Mean

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

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 464

1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
57133068825307213731392553342928394Unweighted total
60163189924317283901532643562533417Weighted total

3451925517193182309115722214132480-24%
55%31%61%56%70%61%64%59%59%59%62%56%38%59%

1475523159474245461987825-49%
23%45%17%23%2%19%15%19%16%20%17%35%25%19%

8-5114646659254158146550-74%
13%-%16%14%26%14%22%15%16%15%16%2%11%16%

54197*19-26141316292675-100%
8%24%6%7%2%6%-%7%9%5%4%7%26%6%

60163189924317283901532643562533417Answered
28.3941.5525.8326.5022.1725.1122.4226.2427.6125.0524.3025.4941.8125.99Mean

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

Ofcom; Business Postal Tracker
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1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
978196120357394Unweighted total

10073108137462417Weighted total

624166792332480-24%
62%56%61%58%39%52%59%

101126311177825-49%
10%15%24%23%30%27%19%

dd

25151312-86550-74%
25%20%12%9%-%12%16%

aba

36414152675-100%
3%8%3%10%31%8%6%

d

10073108137462417Answered
24.2528.4424.0927.4538.6028.9325.99Mean

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

Ofcom; Business Postal Tracker
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1st Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 1st Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
185353443162124282515112619297Unweighted total
263131317152850572214223223305Weighted total

1719812112135331571717152000-24%
65%68%63%74%73%75%70%58%69%48%77%53%65%66%

552243313133331236325-49%
21%16%18%21%18%11%25%23%14%22%12%37%14%21%

1511*-3-5122*21750-74%
6%6%7%2%-%9%-%10%6%12%11%*%8%6%

2211*122533-332575-100%
8%10%12%2%8%6%5%10%11%18%-%10%13%8%

263131317152850572214223223305Answered
21.5024.2826.4616.0918.8818.2317.4723.8421.0131.7317.4424.2324.7121.53Mean

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cb*aSignificance Level: 95%
167130631184423411113613433428297Unweighted total
1731321121829410723603433528305Weighted total

11288711619374123821226172000-24%
65%66%65%46%55%71%66%69%53%64%62%62%75%61%66%

402231*26018813111556325-49%
23%17%27%44%31%23%20%16%34%21%32%38%13%20%21%

g

7111***1710-*2-221750-74%
4%8%7%11%14%5%6%10%-%1%6%-%5%6%6%

e

1312*--*25538--342575-100%
8%9%1%-%-%2%9%5%13%14%-%-%7%14%8%

edg

1731321121829410723603433528305Answered
20.6522.6718.3219.9119.0017.8521.6519.8728.3124.5615.8720.0717.8424.9621.53Mean

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
-71336417912077168527722042218132297Unweighted total
-31125437414863182606324211720162305Weighted total

-29142847100311224631169*14111052000-24%
-%63%86%56%63%64%67%50%67%77%50%70%73%86%57%65%66%

ccb

-1151117281339111349*15336325-49%
-%23%10%22%24%22%19%21%21%18%21%20%27%5%28%21%21%

-*-22675102512-1-151750-74%
-%13%-%7%6%8%5%8%5%4%8%5%-%6%-%9%6%

--*43513131111312-1392575-100%
-%-%4%15%7%6%9%21%6%1%21%5%-%3%15%6%8%

aba

-31125437414863182606324211720162305Answered
-19.1911.8929.5419.9021.1321.5832.0720.6313.2232.0718.7913.8415.9823.9921.3521.53Mean

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-672303226519278481123141297Unweighted total
-772293527020285291320147305Weighted total

-4016017183819217571012000-24%
-%52%70%49%68%40%67%80%76%41%36%69%66%

bb

-1746756162**32366325-49%
-%22%20%20%21%6%22%20%5%23%9%24%21%

-710314314--4*51750-74%
-%9%4%9%5%16%5%-%-%32%2%4%6%

-1213817818-211152575-100%
-%16%6%22%6%38%6%-%19%4%53%3%8%

aa

-772293527020285291320147305Answered
-31.1318.3235.3819.7347.2119.7311.4521.9131.6053.9517.1921.53Mean

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
46297998989023482871552942572839052155297Unweighted total
343051119069523390851593032672929859148305Weighted total

16200706035915756549719917919763331042000-24%
47%66%63%67%52%62%67%62%64%61%66%67%67%64%55%71%66%

cb

11632823316491619406358621614336325-49%
34%21%25%26%46%16%21%17%22%25%21%22%21%16%23%22%21%

b

41775-5136671711173871750-74%
11%6%7%6%-%5%5%7%7%4%6%4%6%3%13%5%6%

ac

32561*16151261523191616542575-100%
9%8%5%1%2%17%6%14%7%9%8%7%6%17%8%3%8%

caga

343051119069523390851593032672929859148305Answered
27.4821.5321.1715.8421.2628.1919.9426.7821.2723.3321.1420.2719.2827.4524.4616.4221.53Mean

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cb*acba*fedcbac*babaSignificance Level: 95%
592092862293164-294248296261294238352297206297Unweighted total
632053758304184-303254302265300248352305216305Weighted total

401451635199111-1971601971681971653332001482000-24%
63%70%43%60%66%60%-%65%63%65%63%66%66%85%63%66%69%66%

17406136247-635863616147*1563566325-49%
26%20%16%22%20%25%-%21%23%21%23%20%19%15%29%21%26%21%

311361715-171517171714-41771750-74%
4%5%9%11%6%8%-%6%6%6%6%6%6%-%7%6%3%6%

491152512-252125192523-*2552575-100%
7%4%31%8%8%7%-%8%8%8%7%8%9%-%*%8%2%8%

aa

632053758304184-303254302265300248352305216305Answered
20.2218.1741.8125.1721.5422.63-21.6822.5321.6721.6421.5421.8310.4518.8021.5316.5221.53Mean

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*baSignificance Level: 95%
50132247320231182791031942372930297Unweighted total
51192258024229192861101952373335305Weighted total

24121534713152171836713316220182000-24%
47%61%68%59%52%67%89%64%61%68%68%62%50%66%

17*4715552261273549686325-49%
33%1%21%19%19%23%11%21%25%18%21%18%23%21%

7-11667-175129271750-74%
14%-%5%8%23%3%-%6%5%6%4%5%19%6%

c

371412118-25111518532575-100%
5%38%6%14%5%8%-%9%10%7%7%15%7%8%

b

51192258024229192861101952373335305Answered
27.0140.3320.1425.4124.6020.5911.9122.1722.4421.0219.9125.0229.4421.53Mean

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
78487992254297Unweighted total
774481103457305Weighted total

442060754272000-24%
58%45%75%73%100%47%66%

cdcd

1661724-176325-49%
21%13%21%23%-%30%21%

7723-51750-74%
9%15%2%2%-%9%6%

ab

91222-82575-100%
12%28%2%2%-%15%8%

ababd

774481103457305Answered
25.6040.0915.5815.222.4031.2621.53Mean

ababd

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

Ofcom; Business Postal Tracker
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2nd Class large letter stamps (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send 2nd Class large letter stamps

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

ml*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12338252181515171414101911207Unweighted total
11911665933186520176141Weighted total

376312211322106*460-24%
31%53%46%22%30%23%32%15%32%30%50%35%3%33%

m

1231*2*311*2211625-49%
10%24%24%8%30%2%10%4%10%4%12%12%23%12%

m

19111*23721-222250-74%
16%7%19%24%6%17%9%37%27%30%-%14%35%16%

5121325168228725675-100%
43%17%11%45%33%58%49%44%32%37%38%39%39%40%

l

11911665933186520176141Answered
54.8332.9432.5760.7246.4462.9354.6763.9347.4657.3246.5652.6361.9952.51Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fe*d*cb*aSignificance Level: 95%
9810911625375491942032121366207Unweighted total
66751946912265192311*155141Weighted total

232451134123611*-23460-24%
34%32%27%26%22%31%34%36%32%45%2%-%14%50%33%

bb

61031111311*11-211625-49%
9%14%18%31%18%11%11%17%1%6%5%-%16%14%12%

9134111197433*4*2250-74%
14%18%19%19%21%17%15%11%20%14%27%100%26%4%16%

g

292871244923988-625675-100%
43%37%36%24%39%41%40%36%47%35%67%-%43%33%40%

66751946912265192311*155141Answered
52.9052.1653.8245.0357.9355.1452.3146.9361.6546.5780.7570.0059.9341.8052.51Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedc*b*acb*aba*d*c*b*aSignificance Level: 95%
-3437653220191436041436422231027207Unweighted total
-92445231328825638259413835141Weighted total

-491524123214-321415114460-24%
-%44%38%34%10%32%42%39%25%-%39%23%15%36%9%40%33%

cccba

-136223114*11512231625-49%
-%15%11%13%10%13%10%14%8%14%14%8%28%13%21%9%12%

-1457321012*101313*42250-74%
-%7%17%12%29%27%7%12%22%14%12%21%24%27%1%11%16%

df

-381812411292522927135145675-100%
-%34%35%41%51%28%40%35%45%72%35%47%33%24%69%40%40%

-92445231328825638259413835141Answered
-44.4649.1851.2066.4250.1949.4546.2260.1983.2346.2261.3552.1946.8770.9548.2852.51Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-651422917817190910112094207Unweighted total
-479422119161257651258141Weighted total

-1432739442311718460-24%
-%29%34%32%33%27%34%42%20%30%59%30%33%

-215*16*16-*11101625-49%
-%4%16%1%14%2%13%-%6%12%5%17%12%

b

-914220121*1-*112250-74%
-%18%15%9%17%8%17%2%26%-%3%18%16%

-2333134310464334205675-100%
-%49%35%57%37%62%37%57%49%58%33%35%40%

-479422119161257651258141Answered
-59.7448.8761.5950.7964.2750.9857.7058.1350.7139.6252.5252.51Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
60207826757117056107126207181205764981207Unweighted total
331414940146106376177141116138573150141Weighted total

14461211-1935192027463444191114460-24%
42%33%26%28%-%41%33%51%34%35%33%29%32%33%35%28%33%

aabcdeg

41648*3132971612163681625-49%
12%12%8%19%15%7%12%6%15%9%12%11%12%5%18%16%12%

acc

32256*6153121522222211552250-74%
10%16%10%15%30%13%15%7%20%20%16%19%16%20%17%11%16%

fff

12562815118431319285648562410235675-100%
36%40%57%38%55%39%41%36%31%37%40%41%41%42%30%45%40%

bc

331414940146106376177141116138573150141Answered
45.5252.5164.0953.0675.0149.2953.2343.7446.4651.2852.5154.9253.3252.9349.3156.5452.51Mean

bcef

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

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
281453352201111-205169204197204182621173207207Unweighted total
2292252913680-141111138130138123515110141141Weighted total

82711104326-463546414639174646460-24%
38%29%44%34%32%33%-%33%32%33%32%33%32%27%46%42%33%33%

41213166-1612141314142116161625-49%
17%13%3%11%12%8%-%12%11%10%10%10%12%39%4%15%12%12%

416332015-221922222217*522222250-74%
17%17%11%10%15%19%-%16%17%16%17%16%14%2%37%20%16%16%

63810135632-5645565456521226565675-100%
29%41%41%45%41%40%-%40%41%41%42%41%43%32%13%23%40%40%

b

2292252913680-141111138130138123515110141141Answered
43.2455.4748.5952.8653.2352.96-52.5653.1552.9554.0452.9554.0446.5137.2339.4752.5152.51Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
43111743391603204711361711419207Unweighted total
326123198100313851911101117141Weighted total

11*371023214518283556460-24%
34%2%30%52%27%32%41%33%36%31%32%47%36%33%

b

1*161*15*16314161*1625-49%
4%4%13%4%2%15%6%12%5%15%14%6%1%12%

b

42211-11-2261719122250-74%
11%34%17%5%-%11%-%16%11%18%17%13%12%16%

163497642255243241495675-100%
51%60%40%39%71%42%54%40%48%36%37%35%51%40%

326123198100313851911101117141Answered
58.7981.0753.8943.4175.8252.4250.3652.5656.6150.2251.7145.3254.3352.51Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
59503860148207Unweighted total
34402146232141Weighted total

1071118-11460-24%
30%18%50%40%-%34%33%

cc

2726-11625-49%
6%17%9%12%-%4%12%

51412232250-74%
14%36%5%5%100%8%16%

abd

1712819-175675-100%
50%29%37%43%-%53%40%

c

34402146232141Answered
59.5255.7144.0248.4160.0060.0052.51Mean

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

Ofcom; Business Postal Tracker
Table 37  (continuation)                                                                                                                                                                        Page 482

Franked/metered mail 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

ml*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1104425231013131415116199202Unweighted total
10012666927117512175124Weighted total

171*1*33121-53190-24%
17%5%7%19%3%36%10%5%23%15%-%29%60%15%

l

191121213**1-1*2325-49%
19%9%8%25%23%23%48%3%5%27%-%3%6%18%

22321*1372*2412750-74%
21%26%27%11%6%16%11%62%25%7%20%23%27%22%

42743428333108*5675-100%
42%60%58%45%68%25%31%30%48%51%80%45%7%45%

m

10012666927117512175124Answered
58.9475.1169.7558.6479.1342.8849.4062.1964.0764.0386.0956.9233.7960.98Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fe*d*cb*aSignificance Level: 95%
9710511225335490901834112328202Unweighted total
58671845810765141872124124Weighted total

910411215133**-3-190-24%
16%15%21%20%21%23%14%19%20%1%7%-%24%-%15%

ee

1483111201043-*232325-49%
25%12%15%16%23%10%19%15%29%19%-%9%20%70%18%

a

101741112314133-512750-74%
17%26%23%30%27%17%21%21%6%16%53%-%39%15%22%

e

25317124492971232215675-100%
43%47%40%35%30%49%46%45%46%64%40%91%17%15%45%

bb

58671845810765141872124124Answered
56.3764.9457.8055.0753.3461.8661.5160.3453.5073.7567.5693.5147.0846.0860.98Mean

bbg

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

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedc*b*acb*aba*d*c*b*aSignificance Level: 95%
-313866331816141565141612022726202Unweighted total
-82341201320794337945512530124Weighted total

-232623910-9101**7190-24%
-%24%13%5%32%19%17%12%23%-%12%22%13%2%2%22%15%

ddc

-169223139-139*2262325-49%
-%6%27%23%9%15%15%17%22%-%17%20%6%15%49%21%18%

f

-13107151791171024252750-74%
-%15%13%25%35%9%23%22%21%32%22%21%34%30%35%18%22%

e

-41120579391523916261125675-100%
-%54%47%48%24%57%46%50%34%68%50%36%47%52%14%39%45%

ccc

-82341201320794337945512530124Answered
-62.8860.7764.4947.3766.0363.8563.8554.1387.0263.8555.9769.8967.8946.0258.0760.98Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-531492417814188811111886202Unweighted total
-349115109111145651148124Weighted total

-6132172182-*39190-24%
-%17%15%13%16%15%15%34%-%7%27%18%15%

-815418320*43*102325-49%
-%22%17%29%17%24%18%2%71%51%3%20%18%

-620126225****122750-74%
-%19%23%5%24%17%22%4%5%5%4%24%22%

-14428485513128195675-100%
-%41%46%53%44%44%45%59%24%37%66%39%45%

-349115109111145651148124Answered
-57.2662.3762.0860.8356.7661.3862.6144.7449.0766.2058.2660.98Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
56202696047016757108119202177200764976202Unweighted total
29124353513992336067124102122492943124Weighted total

419109*4162611191619559190-24%
13%15%28%26%45%10%17%7%10%16%15%16%16%10%17%21%15%

bca

923811*6188131623212315172325-49%
33%18%23%31%18%14%20%24%21%23%18%21%19%31%2%16%18%

baabb

42746*6183161327242699102750-74%
15%22%11%18%18%16%20%8%26%19%22%24%22%18%30%22%22%

fffff

1156139*23402026285640532015185675-100%
39%45%38%25%18%60%43%62%42%42%45%40%44%41%51%41%45%

cabcdeg

29124353513992336067124102122492943124Answered
54.0860.9849.5245.9730.5069.7459.1270.2862.7257.7760.9857.6160.3857.8865.4359.3760.98Mean

acabdg

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

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*b*abaSignificance Level: 95%
311383249197104-199165199190199178521202174202Unweighted total
2475242512067-12497121114121105416124111124Weighted total

4955199-191519191915331919190-24%
16%13%19%20%16%13%-%16%16%16%16%16%14%57%18%15%17%15%

512592213-231722212214*823222325-49%
21%16%22%34%19%20%-%18%17%18%18%18%13%3%52%18%20%18%

b

620132515-2723242424252*27272750-74%
24%27%4%14%21%23%-%22%23%20%21%20%24%41%3%22%24%22%

aa

9331385330-554255505551-556435675-100%
40%44%55%32%44%45%-%45%44%46%44%46%49%-%28%45%38%45%

2475242512067-12497121114121105416124111124Answered
60.7962.1559.6948.4160.6662.24-60.8860.2760.8459.8560.8463.4832.3549.3960.9856.4460.98Mean

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

Ofcom; Business Postal Tracker
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
3581703271594198681341661518202Unweighted total
2141061939241204085100915124Weighted total

22181*163161091612190-24%
11%42%17%8%6%17%66%14%24%11%16%14%15%15%

a

7*176-19*2241815162325-49%
35%4%16%31%-%20%4%19%11%21%15%15%40%18%

b

21261*18-27522251*2750-74%
12%14%25%4%6%20%-%22%12%26%25%7%3%22%

ab

924511339155213543665675-100%
43%40%43%58%89%42%29%45%53%41%43%63%43%45%

2141061939241204085100915124Answered
57.3551.8160.1765.5480.4258.5040.0261.7560.4661.2361.3871.5750.9360.98Mean

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

Ofcom; Business Postal Tracker
Table 38  (continuation)                                                                                                                                                                        Page 489

Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
53514058137202Unweighted total
26362141221124Weighted total

45*922190-24%
17%15%1%22%100%11%15%

bbb

2768-82325-49%
7%20%26%19%-%36%18%

dd

51426-22750-74%
19%38%11%14%-%9%22%

abd

15101318-95675-100%
57%27%61%45%-%44%45%

cc

26362141221124Answered
68.0454.0071.4157.325.0057.4660.98Mean

cac

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

Ofcom; Business Postal Tracker
Table 38  (continuation)                                                                                                                                                                        Page 490

Franked/metered mail 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send Franked/metered mail 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
17112-1133413121Unweighted total
22**1-1*83323123Weighted total

5-------31--150-24%
25%-%-%-%-%-%-%-%100%46%-%-%100%24%

*--------*-*-*25-49%
2%-%-%-%-%-%-%-%-%7%-%7%-%2%

3*-------1-1-350-74%
12%100%-%-%-%-%-%-%-%47%-%47%-%12%

13-*1-1*8--21-1475-100%
60%-%100%100%-%100%100%100%-%-%100%47%-%62%

22**1-1*83323123Answered
67.5870.00100.0098.96-100.00100.0090.7816.9237.49100.0069.255.0068.99Mean

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

Ofcom; Business Postal Tracker
Table 39                                                                                                                                                                                        Page 491

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
8137115144264-5-21Unweighted total
8151**1226174-4-23Weighted total

24**-*5---1-4-50-24%
20%26%31%100%-%19%24%-%-%-%37%-%97%-%24%

***--*-**-----*25-49%
2%1%34%-%-%48%-%3%15%-%-%-%-%-%2%

11*-*-3-11--*-350-74%
18%9%11%-%100%-%12%-%85%21%-%-%3%-%12%

410*--*146-53---1475-100%
59%63%23%-%-%33%64%97%-%79%63%-%-%-%62%

8151**1226174-4-23Answered
68.3169.3243.5610.0070.0047.9370.3985.9963.2189.2470.52-10.44-68.99Mean

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

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 492

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
22225261182111022-521Unweighted total
32*163711931112*4-723Weighted total

---*13114-14---150-24%
-%-%-%15%23%100%19%14%42%-%14%34%-%-%-%19%24%

*---*--*--*-*--**25-49%
7%-%-%-%3%-%-%4%-%-%4%-%63%-%-%3%2%

-1*1---3--3-*1--350-74%
-%75%44%85%-%-%-%26%-%-%26%-%37%29%-%-%12%

3**-5-665368-3-51475-100%
93%25%56%-%75%-%81%56%58%100%56%66%-%71%-%78%62%

32*163711931112*4-723Answered
76.2477.4286.6761.2278.795.0078.4370.8062.0087.5070.8067.3541.8577.08-80.0168.99Mean

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

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 493

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-8132191202221721Unweighted total
-81412112123**623Weighted total

-331414-3*-350-24%
-%30%20%88%20%100%20%-%100%49%-%48%24%

-**-*-*----**25-49%
-%2%2%-%2%-%2%-%-%-%-%3%2%

-*3-3-31---*350-74%
-%2%19%-%13%-%13%75%-%-%-%2%12%

-68*14-14*-**31475-100%
-%66%59%12%65%-%65%25%-%51%100%46%62%

-81412112123**623Answered
-69.2368.8416.1572.515.0072.7277.4210.0760.82100.0052.1868.99Mean

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

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 494

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
621114-1019101114211421113721Unweighted total
52382-9209911231123124723Weighted total

3532-4544553531150-24%
57%24%36%83%-%44%28%44%44%50%24%28%24%24%32%19%24%

-***--*-******-**25-49%
-%2%5%10%-%-%2%-%2%2%2%4%2%2%-%3%2%

232*-131*23333-*350-74%
33%12%19%7%-%16%14%16%1%14%12%26%12%22%-%2%12%

*143--411454145146351475-100%
10%62%39%-%-%41%56%41%52%34%62%42%62%52%68%76%62%

52382-9209911231123124723Answered
38.5168.9956.3722.98-54.0365.0154.0347.8448.8568.9965.1568.9965.5066.4476.9068.99Mean

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

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 495

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
212752113-211921202116-5152121Unweighted total
415442313-232023202318-4162323Weighted total

131254-555554-15550-24%
33%20%31%34%24%32%-%24%27%24%27%24%23%-%30%35%24%24%

-*****-******-****25-49%
-%1%5%5%2%3%-%2%2%2%2%2%1%-%4%3%2%2%

-12*3*-32333--333350-74%
-%8%38%3%12%1%-%12%8%12%14%12%-%-%66%18%12%12%

31013149-141314111414--7141475-100%
67%71%25%58%62%64%-%62%63%62%57%62%76%-%-%44%62%62%

415442313-232023202318-4162323Answered
64.9773.0758.0463.0268.9964.58-68.9967.0068.9965.7368.9973.66-48.8054.9168.9968.99Mean

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

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 496

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
62156118-21813144321Unweighted total
63167*21-231112135523Weighted total

3-*5-5-5-541-50-24%
45%-%2%76%-%26%-%24%-%45%31%27%-%24%

-*****-****-**25-49%
-%7%1%3%100%1%-%2%2%2%2%-%4%2%

*-11-3-3111-1350-74%
2%-%9%21%-%13%-%12%14%11%10%-%31%12%

3314--13-14958331475-100%
53%93%88%-%-%60%-%62%84%42%56%73%65%62%

63167*21-231112135523Answered
59.2490.2587.7724.2525.0067.28-68.9987.4052.8566.0171.7874.7468.99Mean

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

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 497

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
4638-821Unweighted total
5548-823Weighted total

-1-4-350-24%
-%28%-%51%-%30%24%

--**-**25-49%
-%-%5%2%-%2%2%

-*11-*350-74%
-%3%34%16%-%2%12%

5433-61475-100%
100%70%60%31%-%66%62%

5548-823Answered
99.9061.7782.7045.70-69.2368.99Mean

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

Ofcom; Business Postal Tracker
Table 39  (continuation)                                                                                                                                                                        Page 498

PPI - PPI 1st Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 1st Class

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
183-311-134-6224Unweighted total
181-111-332-6119Weighted total

5*-*---3*--2*60-24%
30%46%-%16%-%-%-%100%8%-%-%31%13%30%

4*-------1-3-425-49%
24%13%-%-%-%-%-%-%-%72%-%47%-%22%

3--*1---1----350-74%
15%-%-%16%100%-%-%-%46%-%-%-%-%14%

6*-*-1--11-11675-100%
32%41%-%68%-%100%-%-%46%28%-%22%87%34%

181-111-332-6119Answered
48.2147.40-78.2250.00100.00-20.0060.6944.30-38.0182.4449.23Mean

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

Ofcom; Business Postal Tracker
Table 40                                                                                                                                                                                        Page 499

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
91510325144275-6-24Unweighted total
91021*1185163-4-19Weighted total

421*-*53-2*-1-60-24%
41%20%42%79%-%34%29%69%-%25%10%-%18%-%30%

23*-**4*13--*-425-49%
17%27%19%-%43%21%23%4%85%43%-%-%4%-%22%

11**--3--1--1-350-74%
14%14%6%21%-%-%15%-%-%22%-%-%34%-%14%

341-**61*13-2-675-100%
28%39%33%-%57%44%34%27%15%9%90%-%45%-%34%

91021*1185163-4-19Answered
44.3553.6438.4516.4564.0742.4350.2640.8736.7934.9681.34-62.40-49.23Mean

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

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 500

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
23245441662168331624Unweighted total
32*3424125312715*619Weighted total

3-**21*42-42-3-260-24%
93%-%58%8%35%28%3%32%40%-%32%26%-%74%-%26%30%

-1*1*-13-131*1-*425-49%
-%69%42%44%4%-%32%25%-%49%25%18%25%26%-%3%22%

---*1-1*11*3---3350-74%
-%-%-%4%29%-%33%1%28%51%1%36%-%-%-%43%14%

*1-112151-51*-*2675-100%
7%31%-%44%32%72%33%42%32%-%42%20%75%-%100%28%34%

32*3424125312715*619Answered
23.7650.5418.4060.5650.0870.2750.6254.1542.7337.6854.1540.9368.6521.20100.0052.7049.23Mean

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

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 501

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-10141232224322624Unweighted total
-7121182173311319Weighted total

-24-6*5**--260-24%
-%28%31%-%32%27%30%14%7%-%-%54%30%

-*4-4-41---*425-49%
-%4%33%-%24%-%24%44%-%-%-%9%22%

-11-3-3*1---350-74%
-%18%12%-%15%-%15%3%47%-%-%-%14%

-43151511111675-100%
-%49%24%100%29%73%30%38%46%100%100%37%34%

-7121182173311319Answered
-61.0342.1695.0046.0370.9447.1054.4367.9894.4197.2337.1849.23Mean

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

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 502

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
824134-1323121516241924124824Unweighted total
61972-9187139191119112619Weighted total

161*-2615163642*60-24%
11%30%10%12%-%26%32%10%40%11%30%25%30%33%76%5%30%

242*-141124343-2425-49%
25%22%27%17%-%16%24%20%11%19%22%27%22%24%-%28%22%

131--131113131*1350-74%
21%14%21%-%-%16%15%19%11%15%14%13%14%12%5%23%14%

3631-454556463*3675-100%
43%34%41%71%-%42%29%51%38%55%34%36%34%31%20%45%34%

61972-9187139191119112619Answered
60.5049.2359.1062.41-55.8045.6865.6051.5364.9649.2348.9649.2348.4630.1458.4749.23Mean

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

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 503

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
115872413-24222424241527241724Unweighted total
*14431910-19181919191424191319Weighted total

*5*164-666666--6460-24%
100%35%4%23%30%37%-%30%31%30%30%30%42%-%-%30%31%30%

-32*4*-434441-344425-49%
-%19%36%5%22%3%-%22%17%22%22%22%9%-%80%22%33%22%

-11133-3333311*31350-74%
-%10%30%44%14%25%-%14%15%14%14%14%9%76%3%14%11%14%

-51164-666665*163675-100%
-%36%29%28%34%35%-%34%37%34%34%34%40%24%17%34%24%34%

*14431910-19181919191424191319Answered
5.0049.2054.0150.4049.2351.15-49.2351.1149.2349.2349.2349.6162.1241.9749.2341.2549.23Mean

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

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 504

PPI - PPI 2nd Class (WRITE IN:) (QV6d1  Approximately what percentage of your monthly postal spend is allocated to each of the following types of mail.)
Base: All who send PPI 2nd Class

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
64159119-24915173424Unweighted total
52119*16-19109112619Weighted total

*26--5-6512*360-24%
10%66%54%-%-%34%-%30%47%10%20%24%51%30%

**32*4-4133-2425-49%
3%8%25%19%100%26%-%22%14%32%23%-%27%22%

1-11-1-3113--350-74%
27%-%13%15%-%9%-%14%12%16%24%-%-%14%

3116-5-634411675-100%
61%27%8%66%-%31%-%34%26%42%33%76%21%34%

52119*16-19109112619Answered
74.2634.3528.1175.2525.0045.32-49.2343.6455.7850.3672.7139.5549.23Mean

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

Ofcom; Business Postal Tracker
Table 40  (continuation)                                                                                                                                                                        Page 505
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
344131824Unweighted total
*4312*719Weighted total

*321-260-24%
28%81%51%7%-%31%30%

-*13-*425-49%
-%4%42%23%-%5%22%

*--3-1350-74%
28%-%-%22%-%20%14%

*1*6*3675-100%
45%15%7%47%100%45%34%

*4312*719Answered
58.1331.7422.1062.51100.0057.5449.23Mean

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
751145152157808792111877763100541205Unweighted total

104349535785971952158771128108571203Weighted total

8704341476981151194706010392511002Speed of delivery
83%88%77%82%81%83%77%90%80%84%81%85%89%83%

gkegk

13269101112282789161111158Reliability of service
13%13%17%18%13%12%15%13%9%13%13%10%19%13%

Always have done /
haven't thought to

632234613811359469change
6%3%5%4%5%7%6%4%12%4%4%8%7%6%

dfjklm

Better service for our
54123322791622260customers / clients

5%2%3%6%3%2%14%4%2%8%2%2%4%5%

bcefhijklml

Image - not wanting to
be seen as using a cheap

20-1142361*-5-22service
2%-%2%2%5%2%1%3%1%*%-%4%-%2%

ll

Little cost difference
191*11-721322-21with second class stamps

2%3%*%2%1%-%4%1%1%4%2%2%-%2%

kk

9--*-22*4--*-9Convenience
1%-%-%1%-%2%1%*%5%-%-%*%-%1%

bfjklm

Higher importance /
6***-*23*----7important
1%1%1%*%-%*%1%1%*%-%-%-%-%1%

Cost - cheaper than the
--*----------*competition / courier
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

Looks more professional
/ looks better to
clients to send 1st

--------------class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Next day delivery
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10---3--*--52-10Don't know
1%-%-%-%3%-%-%*%-%-%4%2%-%1%

jklfgjklm

7*1-122--1*--8No particular reason
1%*%2%-%1%2%1%-%-%2%*%-%-%1%

221321157-15*-28Other
2%2%5%3%1%1%3%3%-%2%4%*%-%2%

bem

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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
59261332146712048845186725610418126891205Unweighted total
587616538123311515177325511517105951203Weighted total

489512457112895642965212971381821002Speed of delivery
83%83%86%94%89%83%83%83%89%83%85%75%78%87%83%

76826*1515269133123578158Reliability of service
13%13%11%4%5%15%13%13%18%12%20%31%7%9%13%

cbbabe

Always have done /
haven't thought to

26441-*16827518534469change
4%7%2%-%3%2%6%5%7%7%4%15%4%4%6%

bbe

Better service for our
29313-1257266151-9160customers / clients

5%5%6%-%6%7%5%5%8%6%1%-%9%1%5%

adad

Image - not wanting to
be seen as using a cheap

1391-**2110353-*-22service
2%1%1%-%3%1%2%2%3%2%2%-%*%-%2%

Little cost difference
1210*--*2111212*4-21with second class stamps

2%2%1%-%-%1%2%2%3%*%2%2%4%-%2%

eee

631***82-2--4-9Convenience
1%1%1%2%2%1%1%*%-%1%-%-%4%-%1%

deg

Higher importance /
24*-**66*----*7important
*%1%1%-%1%1%1%1%*%-%-%-%-%*%1%

Cost - cheaper than the
-*----*--*----*competition / courier
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

Looks more professional
/ looks better to
clients to send 1st

---------------class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Next day delivery
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

19*--*107-1--2-10Don't know
*%1%*%-%-%1%1%1%-%1%-%-%2%-%1%

b

44*--*7*1-2-128No particular reason
1%1%1%-%-%1%1%*%2%-%2%-%1%3%1%

egeggeg

18101-*1278*122-5128Other
3%2%2%-%1%3%2%1%1%5%1%-%5%1%2%

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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
355651291442055923195683183198864373564781205Unweighted total
32253881142027102236073732239801455545681203Weighted total

31949771021715741965162901968061147524461002Speed of delivery
100%85%92%88%89%84%81%88%85%78%88%82%83%86%96%79%83%

aaaaaacd

32101418199132804732126411866158Reliability of service
88%8%19%16%16%10%13%14%13%13%14%13%28%20%15%12%13%

aa

Always have done /
haven't thought to

-1221125182932861*2-3869change
-%7%3%2%1%6%7%4%5%9%4%6%3%4%-%7%6%

cccdbcb

Better service for our
-15439351434121446-*13660customers / clients
-%4%10%4%3%4%5%6%6%3%6%5%-%1%2%6%5%

cc

Image - not wanting to
be seen as using a cheap

-*2**7132128220-*-2222service
-%1%3%*%*%4%2%1%2%2%1%2%-%*%-%4%2%

cd

Little cost difference
----*3182713220**11521with second class stamps
-%-%-%-%*%2%2%1%1%3%1%2%3%*%1%3%2%

bc

--*-4-524327-1-79Convenience
-%-%*%-%3%-%1%1%1%1%1%1%-%1%-%1%1%

abd

Higher importance /
---*133*33*7--**7important
-%-%-%*%*%1%*%*%1%1%*%1%-%-%*%*%1%

Cost - cheaper than the
----*---*--*----*competition / courier
-%-%-%-%*%-%-%-%*%-%-%*%-%-%-%-%*%

Looks more professional
/ looks better to
clients to send 1st

-----------------class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Next day delivery
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2825328---310Don't know
-%-%-%-%-%1%1%1%1%1%1%1%-%-%-%1%1%

----1*6*62*8-*-38No particular reason
-%-%-%-%1%*%1%*%1%1%*%1%-%*%-%1%1%

-*-354165176523*3*2128Other
-%2%-%3%4%2%2%2%3%2%2%2%1%5%1%4%2%

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

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

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-2279781001105621143232237604831205Unweighted total
-216987891114591144171930444611203Weighted total

-1818206993343958101730363881002Speed of delivery
-%84%83%77%84%73%84%62%89%99%82%84%83%

bab

-271311114791491*3755158Reliability of service
-%13%13%13%13%15%13%4%2%11%15%12%13%

Always have done /
haven't thought to

-4663663661--*1269change
-%2%7%3%6%5%6%8%-%-%*%3%6%

b

Better service for our
-1247654357*1*102660customers / clients
-%6%5%7%5%5%5%2%4%1%22%6%5%

ac

Image - not wanting to
be seen as using a cheap

-121121*22**--822service
-%*%2%1%2%1%2%1%1%-%-%2%2%

b

Little cost difference
-319-21-21--1-721with second class stamps
-%1%2%-%2%-%2%-%-%4%-%1%2%

-3618181---39Convenience
-%2%1%2%1%2%1%8%-%-%-%1%1%

Higher importance /
--7-7-7----17important
-%-%1%-%1%-%1%-%-%-%-%*%1%

Cost - cheaper than the
--*-*-*-----*competition / courier
-%-%*%-%*%-%*%-%-%-%-%-%*%

Looks more professional
/ looks better to
clients to send 1st

-------------class
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Next day delivery
-%-%-%-%-%-%-%-%-%-%-%-%-%

-373737--*2810Don't know
-%1%1%4%1%5%1%-%-%1%4%2%1%

aa

-35*8*8----78No particular reason
-%1%1%*%1%*%1%-%-%-%-%2%1%

-101872132531*31128Other
-%5%2%8%2%6%2%17%7%1%6%2%2%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
141120536929113318863214420526118982111703401996561205Unweighted total

9012033662578300828205374480118776811703401896571203Weighted total

77100230021682566961733044019896499732861495541002Speed of delivery
86%83%82%84%92%85%84%84%81%83%83%84%83%84%79%84%83%

101585228-38118187762158108157462883158Reliability of service
11%13%14%11%-%13%14%9%21%13%13%14%13%14%15%13%13%

fabcdfgf

Always have done /
haven't thought to

169205*851712146930681264869change
1%6%6%2%3%3%6%3%3%3%6%4%6%4%3%7%6%

ccbdebdedebc

Better service for our
660218-304215293554475025102160customers / clients
7%5%6%3%-%10%5%7%8%7%5%6%4%7%5%3%5%

cacgaca

Image - not wanting to
be seen as using a cheap

42248**15333221522431322service
4%2%1%3%5%*%2%2%1%1%2%2%2%1%1%2%2%

aadddd

Little cost difference
22194-41644821132159721with second class stamps
2%2%3%1%-%1%2%2%1%2%2%2%2%2%5%1%2%

ac

-923-181349395-49Convenience
-%1%*%1%-%*%1%1%1%1%1%*%1%2%-%1%1%

Higher importance /
*711-*4*3*7373317important
*%1%*%*%-%*%1%*%1%*%1%*%1%1%1%*%1%

aa

Cost - cheaper than the
-*----*---*-*--**competition / courier
-%*%-%-%-%-%*%-%-%-%*%-%*%-%-%*%*%

Looks more professional
/ looks better to
clients to send 1st

-----------------class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Next day delivery
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1095-252291091023310Don't know
-%1%2%2%-%1%1%1%*%2%1%1%1%*%2%*%1%

bg

*8*2-562767772338No particular reason
*%1%*%1%-%2%1%1%2%1%1%1%1%1%2%*%1%

ac

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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
141120536929113318863214420526118982111703401996561205Unweighted total

9012033662578300828205374480118776811703401896571203Weighted total

428710-8126815271327931528Other
4%2%2%4%-%3%1%3%2%3%2%2%2%3%2%2%2%

g
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
1469071481711188623-118494411981057119410633210175612051205Unweighted total
1469111411461189615-11839071194103611891061399670212031203Weighted total

112767122124992527-983769993868991881348362310021002Speed of delivery
77%84%86%85%83%86%-%83%85%83%84%83%83%87%86%89%83%83%

cca

26118151715584-15312215814115813881388158158Reliability of service
17%13%11%12%13%14%-%13%13%13%14%13%13%20%13%13%13%13%

Always have done /
haven't thought to

956356825-69406955676513126969change
6%6%2%4%6%4%-%6%4%6%5%6%6%3%3%2%6%6%

ab

Better service for our
9391285936-60446051605811346060customers / clients
6%4%8%5%5%6%-%5%5%5%5%5%5%1%1%5%5%5%

ba

Image - not wanting to
be seen as using a cheap

714242210-2212221922191182222service
4%2%1%3%2%2%-%2%1%2%2%2%2%3%1%1%2%2%

b

Little cost difference
517-*2112-211421172119*2112121with second class stamps
3%2%-%*%2%2%-%2%2%2%2%2%2%*%2%2%2%2%

a

36-397-989997-2799Convenience
2%1%-%2%1%1%-%1%1%1%1%1%1%-%3%1%1%1%

c

Higher importance /
34--71-777677--777important
2%*%-%-%1%*%-%1%1%1%1%1%1%-%-%1%1%1%

b

Cost - cheaper than the
-*--**-******---**competition / courier
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

Looks more professional
/ looks better to
clients to send 1st

------------------class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Next day delivery
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-4103-10710101010-*31010Don't know
-%1%-%3%1%1%-%1%1%1%1%1%1%-%*%*%1%1%

ab

44--85-888788--388No particular reason
3%*%-%-%1%1%-%1%1%1%1%1%1%-%-%*%1%1%

ab

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
1469071481711188623-118494411981057119410633210175612051205Unweighted total
1469111411461189615-11839071194103611891061399670212031203Weighted total

318772812-281928202821*7162828Other
2%2%5%5%2%2%-%2%2%2%2%2%2%1%7%2%2%2%

bc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
1593798621964962951110406799103369921205Unweighted total
154349902135893611310904237811035571011203Weighted total

12730815187547688292034565786144891002Speed of delivery
83%88%82%88%94%82%72%84%82%84%83%78%88%83%

bab

20213028111241014854104139413158Reliability of service
13%7%13%13%18%13%9%14%13%13%13%7%12%13%

Always have done /
haven't thought to

2-66316420493633672*69change
1%-%7%2%1%7%18%5%8%4%6%3%*%6%

aaaa

Better service for our
9345141551581940476660customers / clients
6%9%5%7%1%6%1%5%5%5%5%11%6%5%

c

Image - not wanting to
be seen as using a cheap

**1210*17121220184*22service
*%1%1%5%*%2%1%2%*%3%2%7%*%2%

bbac

Little cost difference
1121**20-21912201-21with second class stamps
1%4%2%*%*%2%-%2%2%2%2%2%-%2%

a

-19*-936278-19Convenience
-%4%1%*%-%1%3%1%1%1%1%-%1%1%

ba

Higher importance /
--7*-4-7*77*-7important
-%-%1%*%-%*%-%1%*%1%1%*%-%1%

Cost - cheaper than the
--*--*-**-*--*competition / courier
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

Looks more professional
/ looks better to
clients to send 1st

--------------class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Next day delivery
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-91-6-104651310Don't know
2%-%1%1%-%1%-%1%1%1%1%2%3%1%

c

3-8--5-8178--8No particular reason
2%-%1%-%-%1%-%1%*%1%1%-%-%1%

10*2352224241513175328Other
6%1%2%2%3%2%3%2%3%2%2%9%3%2%
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
31231329029031701205Unweighted total
29830229131241631203Weighted total

23724624727121401002Speed of delivery
80%82%85%87%39%86%83%

d

38731631-19158Reliability of service
13%24%6%10%-%12%13%

babd

Always have done /
haven't thought to

25122211-269change
8%4%8%3%-%1%6%

aca

Better service for our
12221411-1260customers / clients

4%7%5%4%-%7%5%

Image - not wanting to
be seen as using a cheap

957*-122service
3%2%3%*%-%*%2%

aa

Little cost difference
83471121with second class stamps
3%1%1%2%30%1%2%

3-241-9Convenience
1%-%1%1%31%-%1%

Higher importance /
24*---7important
1%1%*%-%-%-%1%

a

Cost - cheaper than the
---*--*competition / courier
-%-%-%*%-%-%*%

Looks more professional
/ looks better to
clients to send 1st

-------class
-%-%-%-%-%-%-%

-------Next day delivery
-%-%-%-%-%-%-%

4311-310Don't know
1%1%*%*%-%2%1%

2222-38No particular reason
1%1%1%1%-%2%1%

6877-528Other
2%3%2%2%-%3%2%

Columns Tested: a,b - a,b,c,d
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6181531281455972729072634197521044Unweighted total
846514454597415717464608911356995Weighted total

53331243235421051134135656630619No urgency
63%60%55%59%60%56%67%65%64%59%73%59%53%62%

k

372242125273759712731325533442Cost
44%47%47%47%46%49%37%41%43%52%36%49%59%44%

cfgm

Value for money for our
19*2115-6-33-223clients

2%*%4%2%2%7%-%3%-%4%3%-%3%2%

blbeglmlbl

Very little difference
between 1st and 2nd

11212-23*2-3-317class delivery times
1%3%3%4%-%2%2%*%2%-%3%-%4%2%

bmb

Only if there are no
first class stamps

15-**118-1-22-16available
2%-%*%1%2%2%5%-%2%-%3%1%-%2%

fkll

81*1*2-*--22210Reliability of service
1%1%1%2%1%2%-%*%-%-%3%1%3%1%

Always have done /
haven't thought to

4*1*1--*11---6change
1%*%2%1%3%-%-%*%2%2%-%-%-%1%

121121-5311**-16Other (PLEASE SPECIFY)
1%3%1%3%2%-%3%2%2%2%*%*%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
55548928639671807584344621384171191001044Unweighted total
51048446611299494204921182169093995Weighted total

3043162947185902803911455114857619No urgency
59%65%64%69%60%64%62%67%79%54%68%67%53%61%62%

beabebe

235207192512423163141123264350442Cost
46%43%42%32%50%41%45%39%30%53%39%36%47%54%44%

dfgfdfg

Value for money for our
9131--1224*13--3*23clients
2%3%1%-%-%2%2%1%1%6%-%-%4%1%2%

adgg

Very little difference
between 1st and 2nd

107**-*1611**1-1117class delivery times
2%1%1%3%-%1%2%3%1%*%2%-%1%1%2%

e

Only if there are no
first class stamps

88*--*167-52--116available
2%2%1%-%-%1%2%2%-%3%3%-%-%1%2%

461*-194-22-2*10Reliability of service
1%1%2%2%-%2%1%1%-%1%2%-%2%*%1%

Always have done /
haven't thought to

331-**52-3--1-6change
1%1%1%-%3%1%1%*%-%1%-%-%1%-%1%

a

1241-**159121-2*16Other (PLEASE SPECIFY)
2%1%2%-%2%2%2%2%2%1%2%-%3%*%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
350621441431974423054932463057393670553871044Unweighted total
3214999122183516223499272223771115155442995Weighted total

31631607711331812833216012849283438264619No urgency
94%76%65%61%63%62%62%57%66%59%57%64%72%67%69%60%62%

aacb

*82045499022910721511910733541929208442Cost
12%36%40%46%40%49%44%48%43%44%48%43%36%37%53%47%44%

Value for money for our
--*34214796715-*11223clients
-%-%*%3%3%1%3%3%2%2%3%2%-%*%2%3%2%

Very little difference
between 1st and 2nd

--23319575512-*21017class delivery times
-%-%3%3%2%*%2%2%1%2%2%2%-%1%3%2%2%

Only if there are no
first class stamps

----187377314-1-616available
-%-%-%-%1%4%1%1%1%2%1%2%-%2%-%1%2%

ad

---*415*72*10-2-310Reliability of service
-%-%-%*%3%*%1%*%1%1%*%1%-%3%-%1%1%

Always have done /
haven't thought to

---111312315**-16change
-%-%-%1%*%1%1%1%*%1%1%1%3%1%-%*%1%

a

-1*243678279-*-916Other (PLEASE SPECIFY)
-%3%1%2%4%2%1%3%2%1%3%1%-%1%-%2%2%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
-1908548396152992182537524181044Unweighted total
-176819749214694811233543384995Weighted total

-9852138581275924121825227619No urgency
-%56%64%52%63%60%62%34%51%51%58%59%62%

bb

-9135145397234186151524176442Cost
-%52%43%61%43%51%44%56%65%44%57%46%44%

aa

Value for money for our
-419221-23-1--1023clients
-%2%2%2%2%-%2%-%5%-%-%3%2%

Very little difference
between 1st and 2nd

-2142151161--*817class delivery times
-%1%2%2%2%3%2%11%-%-%1%2%2%

Only if there are no
first class stamps

-412115115--1-1016available
-%2%2%2%2%3%2%-%-%4%-%3%2%

-*10-10-10*--*410Reliability of service
-%*%1%-%1%-%1%1%-%-%*%1%1%

Always have done /
haven't thought to

-*5*5*5--*-16change
-%*%1%*%1%1%1%-%-%1%-%*%1%

-412313313-*4-416Other (PLEASE SPECIFY)
-%2%1%5%1%7%1%-%2%10%-%1%2%

aaab

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

Ofcom; Business Postal Tracker
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
126104428826014275760199386474103768610223031995361044Unweighted total

809952792368251705182332424990608975302186496995Weighted total

55619200147413345496213245618392612187118312619No urgency
69%62%72%62%51%53%64%53%64%58%62%64%63%62%63%63%62%

badfdffdff

3544210910041333189712920143927643212984220442Cost
43%44%39%43%50%53%45%53%39%47%44%45%44%43%45%44%44%

ceacegee

Value for money for our
-234*-111151411211421811323clients
-%2%1%*%-%4%2%3%4%3%2%2%2%3%*%3%2%

cacg

Very little difference
between 1st and 2nd

*1726*3103681781763817class delivery times
1%2%1%3%6%1%1%2%2%2%2%1%2%2%1%2%2%

Only if there are no
first class stamps

31685-7735916916321116available
3%2%3%2%-%3%1%2%1%2%2%1%2%1%1%2%2%

210*4-*7*4210610*3610Reliability of service
3%1%*%2%-%*%1%*%1%1%1%1%1%*%2%1%1%

abc

Always have done /
haven't thought to

*6---151116261236change
*%1%-%-%-%*%1%1%*%*%1%*%1%*%1%1%1%

11644-496881671547416Other (PLEASE SPECIFY)
2%2%1%2%-%2%1%3%3%2%2%1%2%1%4%1%2%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
1537691201491030540-1026831103491210318882312810447561044Unweighted total
157708128120982531-97978697984997784023127995702995Weighted total

1014447377612353-6094926125336115211977619501619No urgency
64%63%57%64%62%67%-%62%63%63%63%63%62%82%60%62%71%62%

b

783085659437232-434350433380432380854442250442Cost
50%44%44%49%44%44%-%44%45%44%45%44%45%35%43%44%36%44%

a

Value for money for our
3155-238-23152317231931231823clients
2%2%4%-%2%1%-%2%2%2%2%2%2%11%1%2%3%2%

Very little difference
between 1st and 2nd

214*1173-171117111613-317117class delivery times
1%2%*%1%2%1%-%2%1%2%1%2%2%-%3%2%*%2%

a

Only if there are no
first class stamps

-12451610-161616151616--161616available
-%2%3%4%2%2%-%2%2%2%2%2%2%-%-%2%2%2%

cb

-821107-1081010108-210710Reliability of service
-%1%1%1%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

Always have done /
haven't thought to

-51*62-646465-*626change
-%1%1%*%1%*%-%1%*%1%*%1%1%-%*%1%*%1%

6647168-16141615159*7161116Other (PLEASE SPECIFY)
4%1%3%6%2%2%-%2%2%2%2%2%1%2%5%2%2%2%

babc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
13534850194498316697835568988573781044Unweighted total
1213679719851759669283536418496478995Weighted total

641949412524481425772104095413244619No urgency
53%52%62%63%46%63%63%62%59%64%64%51%56%62%

bb

68173618126331324101582843663441442Cost
56%46%45%41%51%44%49%44%45%44%43%54%52%44%

Value for money for our
12176-16*22716183223clients
1%6%2%3%-%2%1%2%2%2%2%5%2%2%

Very little difference
between 1st and 2nd

2-11669*16413141117class delivery times
1%-%1%3%11%1%1%2%1%2%2%2%2%2%

a

Only if there are no
first class stamps

4-124-11-168811-516available
3%-%2%2%-%1%-%2%2%1%1%-%6%2%

bc

*-72-7-104610--10Reliability of service
*%-%1%1%-%1%-%1%1%1%1%-%-%1%

Always have done /
haven't thought to

*-42-6-6245**6change
*%-%1%1%-%1%-%1%1%1%1%1%*%1%

4-13331211579121316Other (PLEASE SPECIFY)
3%-%2%1%6%2%2%2%2%1%1%2%4%2%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Table 42  (continuation)                                                                                                                                                                        Page 523

QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
26527226024741461044Unweighted total
2412592542406134995Weighted total

140171154153468619No urgency
58%66%61%64%70%51%62%

108103127103275442Cost
45%40%50%43%30%56%44%

c

Value for money for our
41341-423clients
2%5%2%*%-%3%2%

abd

Very little difference
between 1st and 2nd

5435-217class delivery times
2%1%1%2%-%1%2%

Only if there are no
first class stamps

8134-116available
3%1%1%2%-%1%2%

c

2223--10Reliability of service
1%1%1%1%-%-%1%

Always have done /
haven't thought to

3-12-*6change
1%-%*%1%-%*%1%

66*3-416Other (PLEASE SPECIFY)
3%2%*%1%-%3%2%

bb
Columns Tested: a,b - a,b,c,d
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

11266661621374111142130class mail)?
8%9%9%7%6%12%9%13%4%13%*%9%2%8%

acacacccaceacaceaceac

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

3411-33733175237class mail)?
3%2%2%-%2%3%3%1%2%2%5%3%2%2%

jjjjjjjjjj

7---13--3----7Both?
1%-%-%-%1%2%-%-%2%-%-%-%-%*%

jklmjklm

Switched from Royal Mail
to other mail service

11*11-3**--23113providers
1%1%1%1%-%3%*%*%-%-%2%2%1%1%

Or has not changed mail
11726061739210619423911374141132811365in the last 12 months?

87%87%87%91%90%79%86%86%91%84%91%86%94%87%

hhhhhdh

Don't Know (DO NOT READ
1111*-22*113**12OUT)

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

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

6169712412345113186198130class mail)?
8%8%11%12%13%10%8%7%13%8%6%28%14%7%8%

dg

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

16211-*13613-154-3237class mail)?
2%3%2%-%1%3%2%2%-%4%3%-%2%1%2%

g

43*--*74-11---7Both?
1%*%*%-%-%*%*%1%-%*%1%-%-%-%*%

Switched from Royal Mail
to other mail service

671*-1125-4*-4-13providers
1%1%1%2%-%2%1%1%-%1%*%-%3%-%1%

ag

Or has not changed mail
6637025371234131258668309126161101111365in the last 12 months?

88%87%84%82%82%85%87%89%83%86%90%72%81%92%87%

bbbf

Don't Know (DO NOT READ
481*1*1184**---12OUT)
1%1%2%4%4%*%1%1%5%*%*%-%-%-%1%

abababdeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services

Produced by OLR
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Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

-3414112374365934369418764130class mail)?
-%15%6%11%7%9%8%12%8%7%12%7%7%11%9%9%8%

aba

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

--28*9171412101422-*52137class mail)?
-%-%3%6%*%4%2%5%2%2%5%2%-%*%6%3%2%

cacfcabac

-1*--1434-34---37Both?
-%6%*%-%-%*%*%1%1%-%1%*%-%-%-%*%*%

abcda

Switched from Royal Mail
to other mail service

----257643672*1313providers
-%-%-%-%1%2%1%2%1%1%2%1%11%*%2%*%1%

baabc

Or has not changed mail
317549914121881823467245923411311361616531365in the last 12 months?

100%76%90%82%89%85%88%79%88%91%79%89%81%88%83%88%87%

ffdfccb

Don't Know (DO NOT READ
-1*-417211-211**-212OUT)
-%4%*%-%2%*%1%1%1%-%1%1%1%1%-%*%1%

abdada
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services

Produced by OLR
OFC1885
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

-36941811281224411655130class mail)?
-%13%7%14%8%9%8%19%12%23%10%9%8%

aaa

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

-10272352352-*21837class mail)?
-%4%2%1%2%2%2%7%-%1%3%3%2%

-1616-71-*-17Both?
-%1%*%1%*%-%*%7%-%*%-%*%*%

Switched from Royal Mail
to other mail service

-766767--22713providers
-%2%1%5%*%8%*%-%-%5%3%1%1%

aaaa

Or has not changed mail
-2281137981267681297142533474891365in the last 12 months?
-%80%89%77%88%81%88%67%88%71%83%84%87%

bbc

Don't Know (DO NOT READ
-210211*12---11212OUT)
-%1%1%1%1%*%1%-%-%-%1%2%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services

Produced by OLR
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Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

1612742321469042437712682123431964130class mail)?
15%9%9%10%12%12%8%15%9%12%8%9%8%10%7%8%8%

ababcegabcg

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

5371314-82261120352935991937class mail)?
4%2%3%4%-%2%2%2%2%3%2%3%2%2%4%2%2%

-46*-373327666*17Both?
-%*%1%*%-%1%1%1%1%*%*%1%*%1%*%*%*%

ba

Switched from Royal Mail
to other mail service

*1353-896481391341813providers
*%1%1%1%-%2%1%2%1%1%1%1%1%1%*%1%1%

acg

Or has not changed mail
8613043882729326931217390502130977312883792237491365in the last 12 months?
79%87%84%84%88%82%87%78%86%81%87%85%87%85%87%89%87%

cdfdfdfdfdf

Don't Know (DO NOT READ
21174-58221110101035412OUT)
2%1%2%1%-%1%1%1%1%2%1%1%1%1%2%1%1%

aca
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

3576192512975-128110127114126--13012392130class mail)?
18%6%10%14%8%9%-%8%9%8%9%8%-%-%95%12%8%8%

ababbca

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

627473718-3227373137-37-193537class mail)?
3%2%2%4%2%2%-%2%2%2%2%2%-%84%-%2%3%2%

ac

-41-75-75777-77447Both?
-%*%1%-%*%1%-%*%*%*%1%*%-%16%5%*%*%*%

acc

Switched from Royal Mail
to other mail service

8511137-1310131313---91213providers
4%*%*%*%1%1%-%1%1%1%1%1%-%-%-%1%1%1%

ab

Or has not changed mail
15010561581401339692-134210341347114413411365--83410511365in the last 12 months?

75%90%84%80%87%86%-%87%87%87%87%87%99%-%-%84%87%87%

accccabb

Don't Know (DO NOT READ
-452124-12912121212--61012OUT)
-%*%3%1%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

bc

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

2699139158481234288991219130class mail)?
13%17%7%14%19%7%5%9%7%9%7%15%14%8%

bacc

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

542611*20532102732*437class mail)?
3%8%2%4%1%2%3%2%2%3%2%1%3%2%

-143-616344117Both?
-%3%*%1%-%*%1%*%*%*%*%1%1%*%

b

Switched from Royal Mail
to other mail service

5-6734-13211102213providers
3%-%1%2%3%*%-%1%*%1%1%2%1%1%

ba

Or has not changed mail
16137113622960108813112345158501181661051365in the last 12 months?

81%72%89%79%77%90%91%87%89%86%88%79%80%87%

abab

Don't Know (DO NOT READ
2-121-12-1248102*12OUT)
1%-%1%*%-%1%-%1%1%1%1%2%*%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

19313743*28130class mail)?
5%8%10%11%6%13%8%

dd

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

561412-537class mail)?
1%1%4%3%-%2%2%

d

1311-17Both?
*%1%*%*%-%1%*%

Switched from Royal Mail
to other mail service

4415-513providers
1%1%*%1%-%2%1%

Or has not changed mail
36934433431771781365in the last 12 months?

92%88%86%83%94%81%87%

abc

Don't Know (DO NOT READ
4512-212OUT)
1%1%*%1%-%1%1%

Columns Tested: a,b - a,b,c,d
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10522221771712218135184166Unweighted total
14687691929407138184167Weighted total

935664111337491112110Price increases
64%65%88%96%43%59%46%94%62%75%7%61%46%66%

Better quality of
201-1135*127-*22service
14%7%-%16%14%17%17%*%17%13%93%-%5%13%

Due to internal cost
1911*427*-2-4-22cutting
13%17%14%2%43%8%26%1%-%12%-%24%-%13%

First class is not much
9**---321--3-10quicker than second
6%5%6%-%-%-%11%6%18%-%-%15%-%6%

Changes in the type of
4*---2-3-----4mail sent
3%5%-%-%-%8%-%6%-%-%-%-%-%3%

1----1-------1Cost implications
1%-%-%-%-%7%-%-%-%-%-%-%-%1%

Became more aware of
-*-----------*alternatives
-%6%-%-%-%-%-%-%-%-%-%-%-%*%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8--1-*2-1*-128Other
5%-%-%10%-%1%9%-%20%1%-%8%54%5%

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

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*fe*d*c*b*aSignificance Level: 95%
7591476122911966740134238166Unweighted total
778981251595811451262210167Weighted total

466361141033993364151110Price increases
60%71%79%89%69%82%65%67%88%73%54%73%67%14%66%

Better quality of
5171-*12110-8*-3-22service
6%19%9%-%8%10%13%18%-%17%2%-%14%-%13%

b

Due to internal cost
1481**121613223522cutting
18%9%10%11%6%11%13%10%12%7%13%27%13%53%13%

First class is not much
55*-*-10712----10quicker than second
7%6%2%-%9%-%6%13%12%4%-%-%-%-%6%

Changes in the type of
23----43-----24mail sent
3%3%-%-%-%-%3%4%-%-%-%-%-%20%3%

1-----1-------1Cost implications
2%-%-%-%-%-%1%-%-%-%-%-%-%-%1%

Became more aware of
*-----**------*alternatives
1%-%-%-%-%-%*%1%-%-%-%-%-%-%*%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

531-1*71-14-218Other
7%3%13%-%32%7%5%1%-%1%34%-%8%13%5%

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

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*ed*cbacbaba*d*c*baSignificance Level: 95%
-8934133169647032641026131066166Unweighted total
-362111329151724451116181185167Weighted total

-361352162364430367416943110Price increases
-%100%93%59%46%66%68%71%61%68%71%64%74%75%84%51%66%

Better quality of
-1*3259796715-*11722service
-%28%7%14%15%17%10%13%12%14%13%13%-%1%6%20%13%

Due to internal cost
--*344116105616-2-1722cutting
-%-%2%14%36%12%12%12%14%12%12%14%-%22%-%20%13%

First class is not much
---*-2823528---310quicker than second
-%-%-%1%-%5%9%4%5%11%4%7%-%-%-%3%6%

Changes in the type of
-----23-23-4--2-4mail sent
-%-%-%-%-%5%3%-%3%6%-%4%-%-%14%-%3%

---1----1--1---11Cost implications
-%-%-%6%-%-%-%-%2%-%-%1%-%-%-%1%1%

a

Became more aware of
----*---*--*---**alternatives
-%-%-%-%4%-%-%-%1%-%-%*%-%-%-%1%*%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2-*643144**-78Other
-%5%-%9%-%1%6%8%4%3%8%4%41%2%-%8%5%

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

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

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

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-4412217149715974111268166Unweighted total
-461212014791576411873167Weighted total

-2683189281022411645110Price increases
-%57%69%91%62%83%65%28%100%100%78%62%66%

Better quality of
-1012*21-223*-11122service
-%21%10%1%15%-%14%45%13%-%9%14%13%

Due to internal cost
-913-22-22*--11022cutting
-%19%11%-%15%-%14%2%-%-%17%13%13%

First class is not much
-29-10-10--*-310quicker than second
-%4%7%-%7%-%7%-%-%4%-%5%6%

Changes in the type of
--4-4-4----24mail sent
-%-%4%-%3%-%3%-%-%-%-%2%3%

--1-1-1----11Cost implications
-%-%1%-%1%-%1%-%-%-%-%2%1%

Became more aware of
--*-*-*----**alternatives
-%-%*%-%*%-%*%-%-%-%-%1%*%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2627271--148Other
-%5%5%8%4%17%4%25%-%-%11%6%5%

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

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
251626042456119456295158119155533279166Unweighted total
201645546154112485496162111159522883167Weighted total

810941261408032436610873108351952110Price increases
40%66%74%57%100%74%71%66%79%68%67%66%68%66%69%63%66%

Better quality of
32087-78781420191875922service

15%12%15%15%-%14%7%14%15%15%13%17%11%14%18%11%13%

g

Due to internal cost
62137-41585122115218*1422cutting

29%13%6%15%-%7%14%16%10%12%13%14%13%15%*%17%13%

bb

First class is not much
11023-*4*-410410*-1010quicker than second
6%6%4%8%-%1%3%1%-%4%6%3%6%1%-%12%6%

eebc

Changes in the type of
-422--4-*-4243-24mail sent
-%3%3%3%-%-%4%-%1%-%3%2%3%5%-%2%3%

1111--1--11111--1Cost implications
6%1%2%3%-%-%1%-%-%1%1%1%1%2%-%-%1%

Became more aware of
***--*********--*alternatives
2%*%1%-%-%1%*%1%1%*%*%*%*%1%-%-%*%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2843-462147572428Other
11%5%7%6%-%7%6%5%1%4%4%4%4%4%15%2%5%

a

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

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

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

borderor TimedParcels/DKcostservicesservices
Services

cb*acba*fedcba*cbabaSignificance Level: 95%
39104233216493-162137164148163-31135143125166Unweighted total
41102233316693-160137163145163-37130142127167Weighted total

2866161810963-1059710698106-149510578110Price increases
68%64%68%56%66%68%-%66%71%65%68%65%-%39%73%74%62%66%

ba

Better quality of
314552111-1713221922-15752022service
7%13%22%17%13%12%-%10%10%13%13%13%-%41%5%4%15%13%

ab

Due to internal cost
129262212-2217221922-120211822cutting
28%8%7%18%13%13%-%14%12%13%13%13%-%4%16%15%14%13%

b

First class is not much
37**102-10210310-299610quicker than second
6%7%2%1%6%2%-%6%1%6%2%6%-%5%7%6%4%6%

ddd

Changes in the type of
-4--42-44444-*4424mail sent
-%4%-%-%3%2%-%3%3%3%3%3%-%1%3%3%2%3%

-1-111-11111--1111Cost implications
-%1%-%4%1%1%-%1%1%1%1%1%-%-%1%1%1%1%

Became more aware of
-*-***-*****--**-*alternatives
-%*%-%1%*%1%-%*%*%*%*%*%-%-%*%*%-%*%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

152284-88868-71488Other
3%5%8%5%5%4%-%5%6%5%4%5%-%20%1%3%6%5%

a

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

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babac*b*aSignificance Level: 95%
3011121451611212154461201281325166Unweighted total
3113116501510412155521151311324167Weighted total

195803011638102377383918110Price increases
63%38%68%60%71%61%62%66%71%63%64%67%75%66%

Better quality of
45183*16319101119*322service

14%40%16%7%1%15%24%12%20%10%14%4%11%13%

Due to internal cost
72147116*21319184-22cutting

23%12%12%15%8%15%4%14%5%17%13%33%-%13%

First class is not much
2-7337194710--10quicker than second
5%-%6%6%21%6%10%6%7%6%8%-%-%6%

Changes in the type of
--32-2-4*44--4mail sent
-%-%3%3%-%2%-%3%1%4%3%-%-%3%

---1-1-1-11--1Cost implications
-%-%-%2%-%1%-%1%-%1%1%-%-%1%

Became more aware of
---*-*-*-**--*alternatives
-%-%-%1%-%*%-%*%-%*%*%-%-%*%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*245*6-8174138Other
1%15%3%9%3%6%-%5%2%6%3%5%13%5%

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

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
31354654133166Unweighted total
24375155*33167Weighted total

16303330*19110Price increases
68%81%65%55%100%57%66%

a

Better quality of
5268*522service

20%6%13%15%100%16%13%

Due to internal cost
*2911-722cutting
*%4%17%20%-%22%13%

dcd

First class is not much
24*4-210quicker than second

10%11%*%7%-%5%6%

bb

Changes in the type of
--4---4mail sent
-%-%9%-%-%-%3%

a

---1--1Cost implications
-%-%-%2%-%-%1%

Became more aware of
*-----*alternatives
2%-%-%-%-%-%*%

Depends on what stamp is
available / available in

-------shop
-%-%-%-%-%-%-%

1-34-28Other
4%-%6%7%-%5%5%

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

Columns Tested: a,b - a,b,c,d
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6---12--3----6Unweighted total
7---13--3----7Weighted total

1----1--*----1Price increases
20%-%-%-%-%43%-%-%6%-%-%-%-%20%

Better quality of
1---1--------1service

18%-%-%-%100%-%-%-%-%-%-%-%-%18%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4----2--3----4Other
62%-%-%-%-%57%-%-%94%-%-%-%-%62%

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

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
421--154-11---6Unweighted total
43*--*74-11---7Weighted total

1-*--*11------1Price increases
33%-%100%-%-%100%18%33%-%-%-%-%-%-%20%

Better quality of
1-----1---1---1service

29%-%-%-%-%-%18%-%-%-%100%-%-%-%18%

Changes in the type of
---------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
---------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23----43-1----4Other
38%100%-%-%-%-%63%67%-%100%-%-%-%-%62%

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

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 542

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



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

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11--1333-33---26Unweighted total
-1*--1434-34---37Weighted total

--*---1*1-*1---11Price increases
-%-%100%-%-%-%29%6%30%-%6%30%-%-%-%43%20%

Better quality of
-----1--1--1----1service
-%-%-%-%-%100%-%-%30%-%-%30%-%-%-%-%18%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----332-32---24Other
-%100%-%-%-%-%71%94%40%-%94%40%-%-%-%57%62%

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

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 543

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1515-61-1-16Unweighted total
-1616-71-*-17Weighted total

--1-1-1--*--1Price increases
-%-%25%-%25%-%20%-%-%100%-%-%20%

Better quality of
--1-1-1----11service
-%-%23%-%23%-%18%-%-%-%-%100%18%

Changes in the type of
-------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1313-41----4Other
-%100%52%100%52%-%62%100%-%-%-%-%62%

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

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 544

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



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

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-441-262326554116Unweighted total
-46*-373327666*17Weighted total

-1-*--1-1*1*11*-1Price increases
-%36%-%100%-%-%20%-%46%10%20%3%25%22%100%-%20%

Better quality of
-11--11---111--11service
-%32%22%-%-%47%18%-%-%-%18%22%23%-%-%100%18%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-14--143214434--4Other
-%32%78%-%-%53%62%100%54%90%62%75%52%78%-%-%62%

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

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 545

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



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

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

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-41-64-64666-66446Unweighted total
-41-75-75777-77447Weighted total

-1--1*-1*111-11111Price increases
-%33%-%-%20%4%-%20%4%20%20%20%-%20%20%36%36%20%

Better quality of
-1--1--1-111-11111service
-%29%-%-%18%-%-%18%-%18%18%18%-%18%18%32%32%18%

Changes in the type of
------------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
------------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
------------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-21-44-44444-44114Other
-%38%100%-%62%96%-%62%96%62%62%62%-%62%62%32%32%62%

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

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 546

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

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

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-142-515244116Unweighted total
-143-616344117Weighted total

--1--11*1*1--1Price increases
-%-%33%-%-%25%100%3%50%4%33%-%-%20%

Better quality of
---1---1-1-1-1service
-%-%-%47%-%-%-%22%-%28%-%100%-%18%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-131-4-4133-14Other
-%100%67%53%-%75%-%75%50%69%67%-%100%62%

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

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 547

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1311-16Unweighted total
1311-17Weighted total

-*-1--1Price increases
-%5%-%100%-%-%20%

Better quality of
1-----1service

100%-%-%-%-%-%18%

Changes in the type of
-------mail sent
-%-%-%-%-%-%-%

Became more aware of
-------alternatives
-%-%-%-%-%-%-%

-------Cost implications
-%-%-%-%-%-%-%

First class is not much
-------quicker than second
-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------shop
-%-%-%-%-%-%-%

-31--14Other
-%95%100%-%-%100%62%

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

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 548

QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All who have changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6---12--3----6Unweighted total
7---13--3----7Weighted total

Due to internal cost
1-------1----1cutting

20%-%-%-%-%-%-%-%50%-%-%-%-%20%

1---1---*----1Price increases
20%-%-%-%100%-%-%-%6%-%-%-%-%20%

1----1-------1Cost implications
18%-%-%-%-%43%-%-%-%-%-%-%-%18%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3----2--1----3Other
41%-%-%-%-%57%-%-%44%-%-%-%-%41%

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

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

Ofcom; Business Postal Tracker
Table 46                                                                                                                                                                                        Page 549

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



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

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
421--154-11---6Unweighted total
43*--*74-11---7Weighted total

Due to internal cost
-1----1--1----1cutting
-%53%-%-%-%-%21%-%-%100%-%-%-%-%20%

1-*--*1*--1---1Price increases
33%-%100%-%-%100%18%4%-%-%100%-%-%-%20%

1-----11------1Cost implications
29%-%-%-%-%-%18%29%-%-%-%-%-%-%18%

Changes in the type of
---------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
---------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
---------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21----33------3Other
38%47%-%-%-%-%42%67%-%-%-%-%-%-%41%

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

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 550

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11--1333-33---26Unweighted total
-1*--1434-34---37Weighted total

Due to internal cost
------11--1-----1cutting
-%-%-%-%-%-%33%50%-%-%50%-%-%-%-%-%20%

--*--1-*1-*1----1Price increases
-%-%100%-%-%100%-%6%30%-%6%30%-%-%-%-%20%

------1-1--1---11Cost implications
-%-%-%-%-%-%29%-%30%-%-%30%-%-%-%43%18%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----212-12---23Other
-%100%-%-%-%-%38%44%40%-%44%40%-%-%-%57%41%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 551

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1515-61-1-16Unweighted total
-1616-71-*-17Weighted total

Due to internal cost
-1-1--11----1cutting
-%100%-%100%-%-%20%100%-%-%-%-%20%

--1-1-1--*-11Price increases
-%-%25%-%25%-%20%-%-%100%-%100%20%

--1-1-1-----1Cost implications
-%-%22%-%22%-%18%-%-%-%-%-%18%

Changes in the type of
-------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

--3-3-3-----3Other
-%-%52%-%52%-%41%-%-%-%-%-%41%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 552

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-441-262326554116Unweighted total
-46*-373327666*17Weighted total

Due to internal cost
--1--111-111-1--1cutting
-%-%26%-%-%53%20%47%-%90%20%25%-%26%-%-%20%

-11*-11-**111-*11Price increases
-%36%22%100%-%47%20%-%5%10%20%25%25%-%100%100%20%

-1----1-1-1-11--1Cost implications
-%32%-%-%-%-%18%-%41%-%18%-%22%22%-%-%18%

Changes in the type of
-----------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-13---322-3333--3Other
-%32%52%-%-%-%41%53%54%-%41%50%52%52%-%-%41%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 553

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-41-64-64666-66446Unweighted total
-41-75-75777-77447Weighted total

Due to internal cost
--1-11-11111-11--1cutting
-%-%100%-%20%32%-%20%32%20%20%20%-%20%20%-%-%20%

-1--1*-1*111-11111Price increases
-%33%-%-%20%4%-%20%4%20%20%20%-%20%20%36%36%20%

-1--1--1-111-11111Cost implications
-%29%-%-%18%-%-%18%-%18%18%18%-%18%18%32%32%18%

Changes in the type of
------------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
------------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
------------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
------------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--33-33333-33113Other
-%38%-%-%41%65%-%41%65%41%41%41%-%41%41%32%32%41%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 554

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-142-515244116Unweighted total
-143-616344117Weighted total

Due to internal cost
-1-1-1-1-1--11cutting
-%100%-%53%-%25%-%25%-%32%-%-%100%20%

--*1-*-1-1*1-1Price increases
-%-%4%47%-%3%-%25%-%31%4%100%-%20%

--1--11-1-1--1Cost implications
-%-%29%-%-%22%100%-%50%-%29%-%-%18%

Changes in the type of
--------------mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3--3-3123--3Other
-%-%67%-%-%51%-%50%50%37%67%-%-%41%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 46  (continuation)                                                                                                                                                                        Page 555

QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1311-16Unweighted total
1311-17Weighted total

Due to internal cost
--1--11cutting
-%-%100%-%-%100%20%

1*----1Price increases
100%5%-%-%-%-%20%

---1--1Cost implications
-%-%-%100%-%-%18%

Changes in the type of
-------mail sent
-%-%-%-%-%-%-%

Better quality of
-------service
-%-%-%-%-%-%-%

Became more aware of
-------alternatives
-%-%-%-%-%-%-%

First class is not much
-------quicker than second
-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------shop
-%-%-%-%-%-%-%

-3----3Other
-%95%-%-%-%-%41%

-------Don't know
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All who have changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3043-35315235337Unweighted total
4111-46736175244Weighted total

Better quality of
161--323-1*7-*16service
38%39%-%-%66%26%34%-%23%15%100%-%10%37%

14*1--353*1-2-16Price increases
34%31%100%-%-%48%67%100%3%85%-%41%-%36%

First class is not much
1*---------1-2quicker than second
3%31%-%-%-%-%-%-%-%-%-%28%-%4%

Due to internal cost
1---1--------1cutting
3%-%-%-%34%-%-%-%-%-%-%-%-%3%

Changes in the type of
-*-----------*mail sent
-%30%-%-%-%-%-%-%-%-%-%-%-%1%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12----22-4--1212Other
28%-%-%-%-%26%33%-%75%-%-%32%100%26%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
18198-172914-124-3237Unweighted total
20231-*14217-165-3244Weighted total

Better quality of
3131--11610-41-*-16service

16%55%36%-%-%42%37%59%-%25%27%-%4%-%37%

781--1156-8--1-16Price increases
36%36%38%-%-%44%36%38%-%49%-%-%43%-%36%

First class is not much
1*----2--2----2quicker than second
6%2%-%-%-%-%4%-%-%10%-%-%-%-%4%

Due to internal cost
1-----1--1----1cutting
6%-%-%-%-%-%3%-%-%8%-%-%-%-%3%

Changes in the type of
*-----*------**mail sent
2%-%-%-%-%-%1%-%-%-%-%-%-%24%1%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

751-**113-24-2112Other
34%20%38%-%100%29%26%18%-%10%76%-%53%76%26%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-13811014171461720-241437Unweighted total
-128*11221716101727-*52444Weighted total

Better quality of
--*3-76376313-**1316service
-%-%19%37%-%63%30%19%42%61%19%49%-%37%5%53%37%

--24*4685387--4416Price increases
-%-%81%46%100%34%29%48%30%25%48%28%-%-%95%17%36%

First class is not much
-----*1*-1*1---*2quicker than second
-%-%-%-%-%4%6%2%-%12%2%5%-%-%-%2%4%

Due to internal cost
------1--1-1---11cutting
-%-%-%-%-%-%6%-%-%13%-%5%-%-%-%5%3%

Changes in the type of
------*-*--*----*mail sent
-%-%-%-%-%-%2%-%2%-%-%2%-%-%-%-%1%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-*964166-*-812Other
-%100%-%16%-%3%40%33%27%14%33%22%-%63%-%35%26%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*ba*ba*e*d*c*b*aSignificance Level: 95%
-11263341364-231337Unweighted total
-11323412423-121944Weighted total

Better quality of
-710*16-16*--*1016service
-%59%29%7%40%-%39%4%-%-%11%53%37%

-114-16-16--12716Price increases
-%11%44%-%39%-%37%-%-%100%89%39%36%

First class is not much
-*1-2-2--*--2quicker than second
-%4%4%-%4%-%4%-%-%72%-%-%4%

Due to internal cost
--1-1-1-----1cutting
-%-%4%-%3%-%3%-%-%-%-%-%3%

Changes in the type of
--*-*-*-----*mail sent
-%-%1%-%1%-%1%-%-%-%-%-%1%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-38392103---412Other
-%29%25%93%21%100%24%96%-%-%-%21%26%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*e*dc*ba*c*b*aSignificance Level: 95%
4351611-1128716193629351391537Unweighted total
5411914-1129914214235411592044Weighted total

Better quality of
31677-4826916151643916service

65%40%37%48%-%35%26%26%41%44%39%42%40%30%32%45%37%

-1677-310291016141642916Price increases
-%39%36%51%-%24%36%23%62%47%37%40%38%29%27%45%36%

First class is not much
-2*--***-*2*2*-12quicker than second
-%4%2%-%-%4%1%4%-%2%4%1%4%3%-%6%4%

Due to internal cost
-1----1---1-1--11cutting
-%3%-%-%-%-%4%-%-%-%3%-%3%-%-%6%3%

Changes in the type of
-*------*-***--**mail sent
-%1%-%-%-%-%-%-%3%-%1%1%1%-%-%2%1%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2983-410524108964212Other
35%21%41%18%-%41%35%50%13%21%24%24%21%41%42%9%26%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fe*dcba*cb*a*baSignificance Level: 95%
525663722-3528373337-376233237Unweighted total
631574423-3931443844-447233944Weighted total

Better quality of
31225167-117161416-16141616service

45%38%32%75%37%30%-%29%22%37%35%37%-%37%18%17%42%37%

511**167-1311161316-161131516Price increases
76%34%8%6%36%30%-%34%36%36%34%36%-%36%20%57%39%36%

First class is not much
-1**2*-2*2*2-2-*12quicker than second
-%4%8%6%4%2%-%4%1%4%1%4%-%4%-%2%3%4%

Due to internal cost
-1--11-11111-1-1-1cutting
-%4%-%-%3%6%-%3%4%3%3%3%-%3%-%6%-%3%

Changes in the type of
-*--**-*****-*-***mail sent
-%1%-%-%1%2%-%1%1%1%1%1%-%1%-%2%1%1%

Became more aware of
------------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1631127-1211121012-1244912Other
24%18%61%20%26%32%-%30%36%26%26%26%-%26%62%19%22%26%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
6427101215321225292637Unweighted total
563014*266381331362644Weighted total

Better quality of
42124-9313710151*16service

81%43%41%30%-%36%50%35%52%31%41%73%4%37%

1-115*721441114*116Price increases
16%-%37%33%100%28%29%37%34%37%39%27%21%36%

First class is not much
*-2--11*1*2--2quicker than second
8%-%6%-%-%5%21%1%10%1%5%-%-%4%

Due to internal cost
--1----11-1--1cutting
-%-%4%-%-%-%-%3%10%-%4%-%-%3%

Changes in the type of
--*--*-**-*--*mail sent
-%-%1%-%-%2%-%1%3%-%1%-%-%1%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*365-10-121107-412Other
3%57%21%39%-%40%-%31%11%33%20%-%75%26%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
691111-737Unweighted total
691613-744Weighted total

Better quality of
5*55-316service

89%5%33%40%-%40%37%

*682-116Price increases
8%63%51%13%-%12%36%

First class is not much
-*-1-*2quicker than second
-%5%-%9%-%6%4%

Due to internal cost
---1--1cutting
-%-%-%10%-%-%3%

Changes in the type of
--*---*mail sent
-%-%3%-%-%-%1%

Became more aware of
-------alternatives
-%-%-%-%-%-%-%

-------Cost implications
-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------shop
-%-%-%-%-%-%-%

*354-312Other
3%33%30%29%-%48%26%

-------Don't know
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Q7bi. And why has your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
871819176169209112131141Unweighted total

11966681921377111142137Weighted total

82456598355819297Price increases
69%72%85%96%66%51%38%93%63%73%100%68%100%71%

Due to internal cost
1911*327*12-4-22cutting
16%20%17%2%34%8%36%1%20%14%-%32%-%16%

First class is not much
8-*---321--1-9quicker than second
7%-%7%-%-%-%14%6%18%-%-%10%-%6%

Better quality of
6--1-22*-1---7service
5%-%-%16%-%9%12%*%-%13%-%-%-%5%

Changes in the type of
4----2-3-----4mail sent
3%-%-%-%-%8%-%7%-%-%-%-%-%3%

3----3-------3Cost implications
2%-%-%-%-%14%-%-%-%-%-%-%-%2%

Became more aware of
-*-----------*alternatives
-%8%-%-%-%-%-%-%-%-%-%-%-%*%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--1-2--1*---4Other
3%-%-%10%-%10%-%-%17%2%-%-%-%3%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*fe*d*c*b*aSignificance Level: 95%
6576416112410060730114206141Unweighted total
6671712413050113296198137Weighted total

4255611491349258413197Price increases
64%77%89%89%76%95%70%68%88%79%83%73%71%17%71%

a

Due to internal cost
1391**121613223522cutting
19%13%11%11%6%14%16%12%12%11%17%27%15%64%16%

First class is not much
45*-*-871-----9quicker than second
6%7%3%-%10%-%6%15%12%-%-%-%-%-%6%

e

Better quality of
34*-*-6*-4--3-7service
4%5%2%-%9%-%5%*%-%11%-%-%15%-%5%

g

Changes in the type of
23----43-----24mail sent
2%4%-%-%-%-%3%5%-%-%-%-%-%20%3%

3-----31------3Cost implications
4%-%-%-%-%-%2%3%-%-%-%-%-%-%2%

Became more aware of
*-----**------*alternatives
1%-%-%-%-%-%*%1%-%-%-%-%-%-%*%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22*-*-33-*--*-4Other
3%3%7%-%25%-%3%7%-%1%-%-%1%-%3%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
-98261223615362265388611656141Unweighted total
-5414112478396434399818767137Weighted total

-3495195728412828691654097Price increases
-%73%100%66%43%78%73%71%65%81%71%70%74%78%76%60%71%

Due to internal cost
--*344117104714-2-1622cutting
-%-%3%22%37%15%14%19%16%12%19%15%-%23%-%23%16%

First class is not much
---*-1713417---29quicker than second
-%-%-%1%-%5%9%4%5%11%4%7%-%-%-%4%6%

Better quality of
-1-*2-243-43--*57service
-%20%-%1%15%-%3%9%5%-%9%3%-%-%7%7%5%

Changes in the type of
-----23-23-4--2-4mail sent
-%-%-%-%-%7%3%-%2%7%-%4%-%-%24%-%3%

---1--1-3--3---33Cost implications
-%-%-%9%-%-%2%-%4%-%-%3%-%-%-%4%2%

Became more aware of
----*---*--*---**alternatives
-%-%-%-%4%-%-%-%1%-%-%*%-%-%-%1%*%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--222-22*--24Other
-%31%-%5%-%-%2%5%3%-%5%2%41%-%-%3%3%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-351061612561355411957141Unweighted total
-38992011781296411656137Weighted total

-25721879889241143997Price increases
-%66%72%93%67%100%69%28%100%100%74%69%71%

Due to internal cost
-1012120-222--11022cutting
-%27%12%7%17%-%17%28%-%-%23%17%16%

a

First class is not much
-17-9-9----39quicker than second
-%3%7%-%7%-%7%-%-%-%-%6%6%

Better quality of
-34-7-72*-*17service
-%8%4%-%6%-%5%44%13%-%8%3%5%

Changes in the type of
--4-4-4----24mail sent
-%-%4%-%3%-%3%-%-%-%-%3%3%

--3-3-3----13Cost implications
-%-%3%-%2%-%2%-%-%-%-%2%2%

Became more aware of
--*-*-*----**alternatives
-%-%*%-%*%-%*%-%-%-%-%1%*%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*4-4-4---1-4Other
-%*%4%-%3%-%3%-%-%-%15%-%3%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
211355233449103425280134100130482566141Unweighted total
1613148321499745467813387129491965137Weighted total

89635191397230355795609532174497Price increases
51%73%74%60%100%80%75%66%78%72%71%69%73%65%89%68%71%

Due to internal cost
62057-51595132117209*1322cutting

37%15%10%22%-%11%16%20%11%17%16%19%15%18%1%19%16%

First class is not much
1923--3--3939--99quicker than second
8%7%4%11%-%-%3%-%-%4%6%4%7%-%-%13%6%

ac

Better quality of
-52--524255533227service
-%4%5%-%-%10%2%10%5%6%4%6%2%6%11%2%5%

ag

Changes in the type of
-422--4---4243-24mail sent
-%3%3%5%-%-%4%-%-%-%3%2%3%5%-%2%3%

1311--3-113133--3Cost implications
8%2%3%4%-%-%3%-%3%2%2%1%2%5%-%-%2%

Became more aware of
***--*********--*alternatives
3%*%1%-%-%1%*%1%1%1%*%1%*%1%-%-%*%

Depends on what stamp is
available / available in

-----------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

124--132214444*-4Other
5%2%7%-%-%2%3%5%4%1%3%4%3%7%1%-%3%

ba

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cb*a*cba*fedcba*c*babaSignificance Level: 95%
3487192613979-139117139127138-6141128101141Unweighted total
3580212513679-135114134121133-713712796137Weighted total

245815189657-9586938893-197946697Price increases
67%73%74%70%70%72%-%70%75%70%73%70%-%20%71%74%69%71%

Due to internal cost
127362212-2217222022-122191822cutting
33%9%14%23%16%15%-%16%15%16%16%16%-%20%16%15%19%16%

b

First class is not much
36--81-91838--9949quicker than second
7%8%-%-%6%2%-%6%1%6%2%6%-%-%6%7%4%6%

ddd

Better quality of
*33-64-77777--7357service
*%4%16%-%5%5%-%5%6%5%5%5%-%-%5%2%5%5%

Changes in the type of
-4--42-44444--4424mail sent
-%5%-%-%3%2%-%3%4%3%3%3%-%-%3%3%2%3%

-3-131-31333-13333Cost implications
-%3%-%5%2%2%-%2%1%2%2%2%-%18%2%2%3%2%

Became more aware of
-*-***-*****--**-*alternatives
-%1%-%2%*%1%-%*%*%*%*%*%-%-%*%*%-%*%

Depends on what stamp is
available / available in

------------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2**44-44444-34224Other
-%3%1%1%3%5%-%3%3%3%3%3%-%41%3%2%2%3%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
24910239151019132381031071321141Unweighted total
261195421590912845921031321137Weighted total

1957027105779034637191697Price increases
72%47%74%64%70%64%80%70%77%68%69%69%80%71%

Due to internal cost
73139117*21120164122cutting

28%29%14%21%9%19%5%17%3%22%16%31%7%16%

b

First class is not much
1-6335-9269--9quicker than second
5%-%6%7%22%6%-%7%5%7%8%-%-%6%

Better quality of
-361*6-7434*27service
-%28%6%1%1%7%-%5%9%3%4%3%12%5%

Changes in the type of
--32-2-4-44--4mail sent
-%-%3%4%-%2%-%3%-%4%4%-%-%3%

--11-311113--3Cost implications
-%-%1%3%-%3%14%1%3%1%2%-%-%2%

Became more aware of
---*-*-*-**--*alternatives
-%-%-%1%-%1%-%*%-%1%*%-%-%*%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*31*3-42231*4Other
-%2%3%2%3%4%-%3%5%2%3%5%1%3%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*dcba*b*aSignificance Level: 95%
27323745128141Unweighted total
20343944*29137Weighted total

17252530*1897Price increases
84%72%65%68%100%62%71%

Due to internal cost
*21010-922cutting
1%5%27%22%-%30%16%

cc

First class is not much
23*3-19quicker than second

12%10%*%6%-%4%6%

Better quality of
*213*27service
2%5%4%7%100%8%5%

Changes in the type of
--4---4mail sent
-%-%11%-%-%-%3%

a

---3--3Cost implications
-%-%-%6%-%-%2%

Became more aware of
*-----*alternatives
2%-%-%-%-%-%*%

Depends on what stamp is
available / available in

-------shop
-%-%-%-%-%-%-%

13-*--4Other
4%9%-%*%-%-%3%

-------Don't know
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Q7bii. And why has your organisation changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product?
Base: All respondents who have changed from a higher cost Royal Mail Product to a lower cost Royal Mail Product
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfed*cb*aSignificance Level: 95%
318756755374731483636214022515Unweighted total
393242419385667782428364421460Weighted total

6***---31*-*17PPI 2nd Class
2%1%2%1%-%-%-%4%5%1%-%*%6%1%

6**---*31---16PPI 1st Class
1%1%2%-%-%-%*%4%5%-%-%-%6%1%

Royal Mail
48™(Previously known

3--*----1*--13as Packetsort)
1%-%-%2%-%-%-%-%6%1%-%-%6%1%

klm

2-----2------2Walksort 2nd Class
1%-%-%-%-%-%4%-%-%-%-%-%-%1%

Royal Mail 24™
(Previously known as

1--*-----*--12Packetpost)
*%-%-%2%-%-%-%-%-%1%-%-%6%*%

MarketReach (previously
1----1*------1known as) Mail Media
*%-%-%-%-%2%*%-%-%-%-%-%-%*%

Royal Mail International
1-----------11Bulk Mail
*%-%-%-%-%-%-%-%-%-%-%-%6%*%

--*----------*Publishing Mail Premium
-%-%2%-%-%-%-%-%-%-%-%-%-%*%

m

Business Mail
*-------*----*(previously Cleanmail)
*%-%-%-%-%-%-%-%1%-%-%-%-%*%

Business Mail Advance
(previously Cleanmail

-*-----------*Advance)
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

Business Mail 1st Class
(previously Cleanmail

--------------Plus)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
--------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfed*cb*aSignificance Level: 95%
318756755374731483636214022515Unweighted total
393242419385667782428364421460Weighted total

Other (DO NOT READ OUT,
7***-2---23*-8PLEASE SPECIFY)
2%2%2%1%-%3%-%-%-%6%8%*%-%2%

None of these (DO NOT
362222117384962731925334418422READ OUT)

92%91%87%89%99%89%93%93%78%92%92%99%88%92%

eekeek

Don't Know (DO NOT READ
11121*3221*-*116OUT)

3%6%7%7%1%6%4%3%5%1%-%*%6%3%

NET: Business Mail
(previously known as

**------*----*Cleanmail)
*%*%-%-%-%-%-%-%1%-%-%-%-%*%

NET: Publishing Mail
(previously known as

--*----------*Presstream)
-%-%2%-%-%-%-%-%-%-%-%-%-%*%

m

2-----2------2NET: Walksort
1%-%-%-%-%-%4%-%-%-%-%-%-%1%

7***--*33*-*18NET: PPI
2%1%2%1%-%-%*%4%10%1%-%*%6%2%

hijlm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fe*d*cbaSignificance Level: 95%
24626917220421103432302411528116430515Unweighted total
214246284718431213191072494830460Weighted total

421***63-1*-3-7PPI 2nd Class
2%1%2%3%2%2%1%2%-%1%1%-%6%-%1%

e

33*-**63-1--3-6PPI 1st Class
2%1%1%-%2%1%1%1%-%1%-%-%6%-%1%

e

Royal Mail
48™(Previously known

-3*--*31--*-2-3as Packetsort)
-%1%1%-%-%1%1%1%-%-%1%-%4%-%1%

e

2-----22------2Walksort 2nd Class
1%-%-%-%-%-%1%1%-%-%-%-%-%-%1%

Royal Mail 24™
(Previously known as

-2*--*2---*-2-2Packetpost)
-%1%1%-%-%1%*%-%-%-%1%-%4%-%*%

eg

MarketReach (previously
*1*--*11-*----1known as) Mail Media
*%1%1%-%-%1%*%1%-%*%-%-%-%-%*%

Royal Mail International
-1----1-----1-1Bulk Mail
-%1%-%-%-%-%*%-%-%-%-%-%3%-%*%

g

*-----*------**Publishing Mail Premium
*%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

Business Mail
*-**---------**(previously Cleanmail)
*%-%1%5%-%-%-%-%-%-%-%-%-%1%*%

Business Mail Advance
(previously Cleanmail

-**--*-------**Advance)
-%*%*%-%-%1%-%-%-%-%-%-%-%*%*%

Business Mail 1st Class
(previously Cleanmail

---------------Plus)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
---------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*dcbag*fe*d*cbaSignificance Level: 95%
24626917220421103432302411528116430515Unweighted total
214246284718431213191072494830460Weighted total

---------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
251-1-73*1--228PLEASE SPECIFY)
1%2%3%-%12%-%2%2%1%1%-%-%4%6%2%

abee

None of these (DO NOT
19322925361639720018962394126422READ OUT)

90%93%89%87%83%92%92%94%94%89%95%100%86%87%92%

b

Don't Know (DO NOT READ
1141**11521101-*116OUT)

5%2%3%5%3%3%3%1%5%9%4%-%1%5%3%

abg

NET: Business Mail
(previously known as

****-*-------**Cleanmail)
*%*%1%5%-%1%-%-%-%-%-%-%-%1%*%

NET: Publishing Mail
(previously known as

*-----*------**Presstream)
*%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

2-----22------2NET: Walksort
1%-%-%-%-%-%1%1%-%-%-%-%-%-%1%

541**173-1*-4-8NET: PPI
2%1%3%3%2%3%2%2%-%1%1%-%8%-%2%

eg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
34146748710016319724078197318203930170515Unweighted total
315364867931971372438013732382423183460Weighted total

3-*111-6*-6**3-17PPI 2nd Class
88%-%1%1%2%1%-%5%*%-%5%*%2%12%-%1%1%

baab

3-**11-51-51*3-16PPI 1st Class
88%-%1%1%2%1%-%4%1%-%4%*%2%12%-%1%1%

baab

Royal Mail
48™(Previously known

-2--*1-3*-3*--*13as Packetsort)
-%12%-%-%*%1%-%2%*%-%2%*%-%-%2%1%1%

abcdeba

------2-2--2---22Walksort 2nd Class
-%-%-%-%-%-%1%-%1%-%-%1%-%-%-%1%1%

Royal Mail 24™
(Previously known as

-*--*1-2*-2*--*-2Packetpost)
-%3%-%-%*%1%-%1%*%-%1%*%-%-%2%-%*%

a

MarketReach (previously
--*1---1--1-----1known as) Mail Media
-%-%*%3%-%-%-%1%-%-%1%-%-%-%-%-%*%

a

Royal Mail International
-----1-1--1-----1Bulk Mail
-%-%-%-%-%1%-%1%-%-%1%-%-%-%-%-%*%

------*--*-*---**Publishing Mail Premium
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

Business Mail
-*-----*--*-*---*(previously Cleanmail)
-%1%-%-%-%-%-%*%-%-%*%-%2%-%-%-%*%

Business Mail Advance
(previously Cleanmail

----*--*--*-----*Advance)
-%-%-%-%*%-%-%*%-%-%*%-%-%-%-%-%*%

Business Mail 1st Class
(previously Cleanmail

-----------------Plus)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
-----------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbaba*dcbaSignificance Level: 95%
34146748710016319724078197318203930170515Unweighted total
315364867931971372438013732382423183460Weighted total

-----------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
-1**3*335-35***38PLEASE SPECIFY)
-%4%1%1%5%1%1%2%2%-%2%1%2%1%2%2%2%

None of these (DO NOT
*12344261871851172287811730582121165422READ OUT)

12%76%94%88%91%94%94%85%94%97%85%95%94%86%89%90%92%

ffffccb

Don't Know (DO NOT READ
-114-4676278-*2716OUT)
-%7%3%8%-%4%3%5%3%3%5%3%-%*%7%4%3%

cc

NET: Business Mail
(previously known as

-*--*--*--*-*---*Cleanmail)
-%1%-%-%*%-%-%*%-%-%*%-%2%-%-%-%*%

NET: Publishing Mail
(previously known as

------*--*-*---**Presstream)
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

------2-2--2---22NET: Walksort
-%-%-%-%-%-%1%-%1%-%-%1%-%-%-%1%1%

3-*131-72-72*3-38NET: PPI
88%-%1%1%4%1%-%5%1%-%5%*%2%12%-%1%2%

aabaab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
8116391564593647914142331227515Unweighted total
61003533842227432692222197460Weighted total

-341515*1-*17PPI 2nd Class
-%3%1%3%1%5%1%2%16%-%2%1%1%

-331515-3***6PPI 1st Class
-%3%1%4%1%5%1%-%28%1%2%*%1%

Royal Mail
48™(Previously known

-3*1212-1**13as Packetsort)
-%3%*%3%*%5%*%-%14%1%2%1%1%

aaa

--2-2-2----22Walksort 2nd Class
-%-%1%-%1%-%1%-%-%-%-%1%1%

Royal Mail 24™
(Previously known as

-2*1111-1**-2Packetpost)
-%2%*%3%*%5%*%-%14%1%2%-%*%

aaaa

MarketReach (previously
-*1*1-1--*--1known as) Mail Media
-%*%*%*%*%-%*%-%-%1%-%-%*%

Royal Mail International
-1-1-1--1---1Bulk Mail
-%1%-%3%-%5%-%-%14%-%-%-%*%

aaa

--*-*-*---*-*Publishing Mail Premium
-%-%*%-%*%-%*%-%-%-%2%-%*%

a

Business Mail
-*--*-*----**(previously Cleanmail)
-%*%-%-%*%-%*%-%-%-%-%*%*%

Business Mail Advance
(previously Cleanmail

--*-*-*---*-*Advance)
-%-%*%-%*%-%*%-%-%-%1%-%*%

Business Mail 1st Class
(previously Cleanmail

-------------Plus)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
-------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*cbaSignificance Level: 95%
8116391564593647914142331227515Unweighted total
61003533842227432692222197460Weighted total

-------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
-16*8-8*-2*58PLEASE SPECIFY)
-%1%2%*%2%-%2%3%-%10%1%2%2%

None of these (DO NOT
-903323039220402671820178422READ OUT)
-%90%94%78%93%72%93%92%70%82%91%90%92%

bb

Don't Know (DO NOT READ
6367979*-2*916OUT)

100%3%2%17%2%24%2%4%-%7%2%4%3%

aa

NET: Business Mail
(previously known as

-**-*-*---***Cleanmail)
-%*%*%-%*%-%*%-%-%-%1%*%*%

NET: Publishing Mail
(previously known as

--*-*-*---*-*Presstream)
-%-%*%-%*%-%*%-%-%-%2%-%*%

a

--2-2-2----22NET: Walksort
-%-%1%-%1%-%1%-%-%-%-%1%1%

-441717*3**18NET: PPI
-%4%1%4%2%5%2%2%30%1%2%1%2%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6750516113110168433110515266510396508161132221515Unweighted total
32449143105614639286460220453329452141120196460Weighted total

37*1-2727272761*7PPI 2nd Class
8%1%*%1%-%1%2%2%1%1%1%1%1%4%1%*%1%

aba

362*-3636362661*6PPI 1st Class
8%1%1%*%-%2%2%4%1%1%1%*%1%4%1%*%1%

abba

Royal Mail
48™(Previously known

331--3233332312-3as Packetsort)
8%1%*%-%-%2%*%4%1%2%1%1%1%1%2%-%1%

ababceg

-222--2-22222-2-2Walksort 2nd Class
-%1%2%2%-%-%1%-%1%1%1%1%1%-%2%-%1%

aa

Royal Mail 24™
(Previously known as

121--222222121*-2Packetpost)
4%*%*%-%-%1%*%2%*%1%*%*%*%1%*%-%*%

ababce

MarketReach (previously
-1*--***1*1*1-*11known as) Mail Media
-%*%*%-%-%*%*%*%*%*%*%*%*%-%*%1%*%

Royal Mail International
11---111111-11--1Bulk Mail
4%*%-%-%-%1%*%1%*%1%*%-%*%1%-%-%*%

abb

*-**--*-*-***-*-*Publishing Mail Premium
1%-%*%*%-%-%*%-%*%-%*%*%*%-%*%-%*%

b

Business Mail
-*---*********--*(previously Cleanmail)
-%*%-%-%-%*%*%*%*%*%*%*%*%*%-%-%*%

Business Mail Advance
(previously Cleanmail

-*---********-*-*Advance)
-%*%-%-%-%*%*%*%*%*%*%*%*%-%*%-%*%

Business Mail 1st Class
(previously Cleanmail

-----------------Plus)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 49  (continuation)                                                                                                                                                                        Page 581

QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6750516113110168433110515266510396508161132221515Unweighted total
32449143105614639286460220453329452141120196460Weighted total

Big Book and Royal Mail
-----------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
*843-483848287*18PLEASE SPECIFY)
1%2%3%3%-%3%2%3%2%2%2%1%2%5%*%*%2%

ab

None of these (DO NOT
2541412896612735974422200418311417122106191422READ OUT)
78%92%90%91%100%87%92%86%92%91%92%95%92%87%88%97%92%

ccfffbc

Don't Know (DO NOT READ
11352-91331671371358316OUT)
3%3%4%2%-%6%3%4%3%3%3%2%3%3%6%2%3%

a

NET: Business Mail
(previously known as

-*---**********-*Cleanmail)
-%*%-%-%-%*%*%*%*%*%*%*%*%*%*%-%*%

NET: Publishing Mail
(previously known as

*-**--*-*-***-*-*Presstream)
1%-%*%*%-%-%*%-%*%-%*%*%*%-%*%-%*%

b

-222--2-22222-2-2NET: Walksort
-%1%2%2%-%-%1%-%1%1%1%1%1%-%2%-%1%

aa

4821-3838483871*8NET: PPI
12%2%1%1%-%2%2%4%2%2%2%1%2%5%1%*%2%

abba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
803478769511294-5074365144755134391652386420515Unweighted total
703236754454269-4523834574194563931446332374460Weighted total

-6*174-777776**757PPI 2nd Class
-%2%*%3%1%2%-%1%2%1%2%1%2%3%1%2%1%1%

-52165-666666**666PPI 1st Class
-%1%2%3%1%2%-%1%2%1%2%1%1%3%*%2%2%1%

Royal Mail
48™(Previously known

11*132-333333-*333as Packetsort)
2%*%1%3%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

2---22-222222--222Walksort 2nd Class
3%-%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

Royal Mail 24™
(Previously known as

-1*-2*-222221-*212Packetpost)
-%*%1%-%*%*%-%*%*%*%*%*%*%-%1%1%*%*%

MarketReach (previously
-1*-11-111111--1*1known as) Mail Media
-%*%*%-%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

Royal Mail International
-1--1--111111--111Bulk Mail
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

-*--**-******----*Publishing Mail Premium
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%-%-%*%

Business Mail
-*--*--******--***(previously Cleanmail)
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

Business Mail Advance
(previously Cleanmail

-*--*--******--*-*Advance)
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%-%*%

Business Mail 1st Class
(previously Cleanmail

------------------Plus)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
------------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
803478769511294-5074365144755134391652386420515Unweighted total
703236754454269-4523834574194563931446332374460Weighted total

------------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
*44153-855558-*628PLEASE SPECIFY)
*%1%6%2%1%1%-%2%1%1%1%1%2%-%*%2%1%2%

bc

None of these (DO NOT
643005844419242-4143494223844213631444308356422READ OUT)
92%93%86%81%92%90%-%92%91%92%92%92%92%95%97%93%95%92%

acc

Don't Know (DO NOT READ
111351611-16151615169**3516OUT)
2%3%5%10%3%4%-%3%4%3%4%3%2%1%1%1%1%3%

b

NET: Business Mail
(previously known as

-*--*--******--***Cleanmail)
-%*%-%-%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

NET: Publishing Mail
(previously known as

-*--**-******----*Presstream)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%-%-%*%

2---22-222222--222NET: Walksort
3%-%-%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

b

-62386-888887**878NET: PPI
-%2%3%5%2%2%-%2%2%2%2%2%2%3%1%2%2%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babacbaSignificance Level: 95%
91174089928401294861483674213653515Unweighted total
8283639121356354251343263782948460Weighted total

3-51*5*6521337PPI 2nd Class
3%-%1%1%2%1%1%1%3%1%*%10%6%1%

acc

3-43*6*6332236PPI 1st Class
3%-%1%3%2%2%1%1%2%1%*%6%6%1%

cc

Royal Mail
48™(Previously known

12*3-3-3-321-3as Packetsort)
2%24%*%3%-%1%-%1%-%1%1%4%-%1%

bc

---2---2-2-2-2Walksort 2nd Class
-%-%-%3%-%-%-%1%-%1%-%8%-%1%

bac

Royal Mail 24™
(Previously known as

1**2-2-2-211-2Packetpost)
2%6%*%2%-%1%-%*%-%1%*%4%-%*%

bc

MarketReach (previously
*-*1---11*1--1known as) Mail Media
*%-%*%1%-%-%-%*%1%*%*%-%-%*%

b

Royal Mail International
1--1-1-1-1-1-1Bulk Mail
2%-%-%1%-%*%-%*%-%*%-%4%-%*%

bc

---*---**-*--*Publishing Mail Premium
-%-%-%*%-%-%-%*%*%-%*%-%-%*%

Business Mail
---**--**-*--*(previously Cleanmail)
-%-%-%*%1%-%-%*%*%-%*%-%-%*%

Business Mail Advance
(previously Cleanmail

--*----*-**--*Advance)
-%-%*%-%-%-%-%*%-%*%*%-%-%*%

Business Mail 1st Class
(previously Cleanmail

--------------Plus)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Publishing Mail Profile
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Table 49  (continuation)                                                                                                                                                                        Page 585

QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babacbaSignificance Level: 95%
91174089928401294861483674213653515Unweighted total
8283639121356354251343263782948460Weighted total

Big Book and Royal Mail
--------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Sustainable Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
1171*5-8717-18PLEASE SPECIFY)
1%8%2%1%1%1%-%2%5%*%2%-%2%2%

a

None of these (DO NOT
6953437919337333891153073532341422READ OUT)
83%65%94%87%90%95%95%91%86%94%94%80%85%92%

abab

Don't Know (DO NOT READ
9*8216114610111416OUT)

11%3%2%2%6%2%4%3%5%3%3%2%7%3%

NET: Business Mail
(previously known as

--***--****--*Cleanmail)
-%-%*%*%1%-%-%*%*%*%*%-%-%*%

NET: Publishing Mail
(previously known as

---*---**-*--*Presstream)
-%-%-%*%-%-%-%*%*%-%*%-%-%*%

---2---2-2-2-2NET: Walksort
-%-%-%3%-%-%-%1%-%1%-%8%-%1%

bac

4-63*6*8542338NET: PPI
5%-%2%3%2%2%1%2%3%1%1%10%6%2%

cc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 49  (continuation)                                                                                                                                                                        Page 586

QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
13817710694195515Unweighted total
1261579285*81460Weighted total

*4*2-37PPI 2nd Class
*%3%*%2%-%3%1%

-3-3-36PPI 1st Class
-%2%-%4%-%4%1%

d

Royal Mail
48™(Previously known

-*12*33as Packetsort)
-%*%2%2%100%3%1%

2-----2Walksort 2nd Class
2%-%-%-%-%-%1%

Royal Mail 24™
(Previously known as

-*-2*12Packetpost)
-%*%-%2%100%2%*%

MarketReach (previously
-*-1-*1known as) Mail Media
-%*%-%1%-%*%*%

Royal Mail International
---1-11Bulk Mail
-%-%-%1%-%2%*%

-*----*Publishing Mail Premium
-%*%-%-%-%-%*%

Business Mail
*-----*(previously Cleanmail)
*%-%-%-%-%-%*%

Business Mail Advance
(previously Cleanmail

---*--*Advance)
-%-%-%*%-%-%*%

Business Mail 1st Class
(previously Cleanmail

-------Plus)
-%-%-%-%-%-%-%

-------Publishing Mail
-%-%-%-%-%-%-%

-------Publishing Mail Profile
-%-%-%-%-%-%-%

Big Book and Royal Mail
-------Heavyweight
-%-%-%-%-%-%-%

-------Walksort 1st Class
-%-%-%-%-%-%-%

-------Sustainable Mail
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
13817710694195515Unweighted total
1261579285*81460Weighted total

Other (DO NOT READ OUT,
43*--18PLEASE SPECIFY)
3%2%*%-%-%2%2%

None of these (DO NOT
1141468874-65422READ OUT)

90%93%96%88%-%81%92%

a

Don't Know (DO NOT READ
6326-916OUT)
4%2%2%7%-%11%3%

c

NET: Business Mail
(previously known as

*--*--*Cleanmail)
*%-%-%*%-%-%*%

NET: Publishing Mail
(previously known as

-*----*Presstream)
-%*%-%-%-%-%*%

2-----2NET: Walksort
2%-%-%-%-%-%1%

*5*3-48NET: PPI
*%3%*%4%-%5%2%

d
Columns Tested: a,b - a,b,c,d
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

134569688010513622327412488152155871562Letters
98%98%96%98%100%99%98%98%99%100%95%99%100%98%

ccc

Other everyday
correspondence, such as
invoices, one off bills

12296565729812720723511678145138861431etc.
90%92%91%89%93%92%91%84%93%89%90%88%99%90%

fffffbcdfghj

klm

Advertising and
promotional material,
such as catalogues,
brochures and direct

12056762749311421225611279127130821407mail
88%94%87%90%89%83%93%92%89%90%79%83%94%88%

cbchkmchbchbchcbch

11496257718511019224010574134137721339Large letters
84%88%81%87%80%80%84%86%84%85%83%88%82%84%

1041575564791041822319269110111651216Parcels and packets
76%81%78%78%75%75%80%83%73%78%68%71%74%76%

bcbc

Publications, such as
magazines, periodicals,

98857495682961841809466103115681151customer newsletters
72%82%69%69%77%70%81%64%75%76%64%74%78%72%

cfhjkmcfcfjkf

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

81241455368871281697541909855951customer packs etc
59%58%64%66%65%63%56%61%60%47%56%62%63%60%

dddddddd

Order fulfilment
(sending ordered goods

57933353950581171145129626335685to customers)
42%47%49%47%47%42%51%41%41%33%39%40%40%43%

ddddd

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------None of these
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

--*----------*Other
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

m

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
136470698110513822827912488157156871583Parcels and packets

100%99%98%99%100%100%100%100%99%100%98%100%100%100%

k

134270697910413422327912285155152881561NET: Other mail
98%100%98%97%99%97%98%100%98%97%97%97%100%98%

bcdhjkbc

--------------NET: None / DK / Ref
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

7588046381441149965778369140221351211562Letters
99%98%99%100%99%100%98%99%94%99%99%100%96%99%98%

bfbfff

Other everyday
correspondence, such as
invoices, one off bills

7017315981437137359775328127201321171431etc.
91%89%92%93%93%92%90%90%90%88%90%91%94%95%90%

eeg

Advertising and
promotional material,
such as catalogues,
brochures and direct

6937145781337135057365326134201331161407mail
90%87%90%90%88%91%88%86%78%87%95%91%94%95%88%

afefgefgefg

6626775881437128055271317129201191001339Large letters
86%82%92%92%94%91%84%83%86%85%91%93%84%82%84%

aaaaag

583634537123411644705731711620118871216Parcels and packets
76%77%83%78%86%83%76%71%69%85%82%91%84%72%76%

aaaafgafgafg

Publications, such as
magazines, periodicals,

5865654671029110545663250117161121061151customer newsletters
76%69%73%88%71%70%72%69%76%67%83%72%79%87%72%

aabceegegefg

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

46648542410289103935022393128973951customer packs etc
61%59%65%50%66%68%60%59%60%60%66%56%63%60%60%

adad

Order fulfilment
(sending ordered goods

3483372746176582772915262146854685to customers)
45%41%42%51%38%42%43%42%35%41%43%62%48%45%43%

f

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

---------------None of these
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----**------*Other
-%*%-%-%-%-%*%*%-%-%-%-%-%-%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
7678166381441152066082373140221411221583Parcels and packets
100%99%99%100%99%100%100%99%100%100%99%100%100%100%100%

7578036281440149964881368142221391201561NET: Other mail
99%98%98%96%99%97%98%97%98%99%100%100%99%98%98%

---------------NET: None / DK / Ref
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 50  (continuation)                                                                                                                                                                        Page 592

QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

3236112415426091230876249230812541570747411562Letters
100%98%100%99%98%100%98%100%99%97%100%98%99%100%100%98%98%

acfaaa

Other everyday
correspondence, such as
invoices, one off bills

3235310814725182827370645327311591561636831431etc.
100%98%88%87%93%97%89%88%91%89%88%90%93%87%85%90%90%

adeade

Advertising and
promotional material,
such as catalogues,
brochures and direct

3225711014423381128769542528711201361696751407mail
100%96%94%88%91%90%87%93%90%83%93%87%81%87%93%89%88%

aaaad

3235711614723673927766739527710621565696121339Large letters
100%98%94%93%93%91%79%90%86%78%90%83%97%92%93%80%84%

aaaaaaaaaaa

32154931281927022726063392729451161635561216Parcels and packets
100%93%88%74%81%74%75%88%78%67%88%74%70%86%85%73%76%

abcdabdabaaada

Publications, such as
magazines, periodicals,

31247851241896732275883372279251156535581151customer newsletters
94%53%77%68%78%73%72%73%76%66%73%72%70%80%72%73%72%

ffdfffaa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

3174079102159537190481280190761145343469951customer packs etc
100%72%66%63%64%61%57%62%62%55%62%59%88%76%58%62%60%

aaabab

Order fulfilment
(sending ordered goods

3724556811440615934917715952653430362685to customers)
88%30%40%44%43%44%43%52%45%35%52%41%34%48%40%48%43%

ffabaa

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------None of these
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

------*--*-*---**Other
-%-%-%-%-%-%*%-%-%*%-%*%-%-%-%*%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
3236112415426093230876950630812751570747571583Parcels and packets

100%98%100%100%98%100%100%100%99%99%100%99%99%100%100%100%100%

cfc

3236112015725791330776049430712541570717451561NET: Other mail
100%100%100%96%99%99%98%99%98%97%99%98%97%99%96%98%98%

dda

-----------------NET: None / DK / Ref
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

24282125515114101081453253051585781562Letters
94%99%98%99%98%99%98%98%98%100%100%98%98%

Other everyday
correspondence, such as
invoices, one off bills

2226111471391291991331212550555281431etc.
85%92%90%91%90%91%90%82%81%98%95%89%90%

adede

Advertising and
promotional material,
such as catalogues,
brochures and direct

22265111814212641021303242850545341407mail
87%93%87%93%88%94%88%97%90%98%94%90%88%

a

1624710741271210881249232749485121339Large letters
64%87%84%83%84%80%84%91%87%96%83%87%84%

b

2026593014410711031112242851545141216Parcels and packets
81%93%73%94%75%94%75%97%92%100%93%87%76%

aaaa

Publications, such as
magazines, periodicals,

212279021251024881062192135544421151customer newsletters
82%80%71%82%71%80%72%74%69%69%92%75%72%

aaacde

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

161947391008506788216143036389951customer packs etc
65%68%58%65%59%62%60%63%46%58%62%66%60%

ad

Order fulfilment
(sending ordered goods

10160513865976561910142737300685to customers)
40%56%40%57%42%59%42%41%46%54%64%51%43%

aaaae

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------None of these
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

--*-*-**----*Other
-%-%*%-%*%-%*%2%-%-%-%-%*%

a

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
25285127215214301091473253151585871583Parcels and packets

100%100%99%100%99%100%99%98%100%100%100%99%100%

25283125115014091091451252951585841561NET: Other mail
98%99%98%99%98%100%98%98%95%100%100%99%98%

dd

-------------NET: None / DK / Ref
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

1131487471317104101061281456627149291114654472608371562Letters
98%98%99%97%91%99%98%99%99%99%98%99%98%98%100%98%98%

ac

Other everyday
correspondence, such as
invoices, one off bills

112136743629593701025262429572137384313494202347641431etc.
97%90%92%91%87%89%95%92%93%90%90%92%91%92%90%89%90%

ababcdf

Advertising and
promotional material,
such as catalogues,
brochures and direct

107133643029710382977262410572134381613184102367441407mail
93%88%90%91%96%92%91%92%89%90%88%89%88%90%91%87%88%

102128842028510360953242419558129685812773882506861339Large letters
89%85%88%88%92%87%88%85%91%88%85%93%86%85%96%80%84%

acacfacdfgaac

10311534162799382843259383575116176111403602136311216Parcels and packets
89%76%87%86%81%92%78%91%83%91%77%83%76%79%82%73%76%

bbcabcegacgabcegacgaa

Publications, such as
magazines, periodicals,

105109238024310316831248310473109767010763621835931151customer newsletters
91%72%80%75%96%76%77%87%67%75%72%73%72%80%70%69%72%

abbabceabcdegeeeeab

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

799043092178256664166348407910583897277174492951customer packs etc
69%60%65%67%72%62%62%58%76%64%60%63%60%61%67%57%60%

babcdfga

Order fulfilment
(sending ordered goods

796462681506232511205178323647407632232100347685to customers)
69%43%56%46%54%56%47%72%39%51%43%44%42%51%39%40%43%

abbcaceabcdegabceeab

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

-----------------None of these
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*---*-**--*Other
-%*%-%-%4%-%*%-%-%-%*%-%*%*%-%-%*%

-----------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
1151506475322104151072286457634151291814854502608561583Parcels and packets
100%100%100%99%96%100%99%100%99%100%100%100%100%99%100%100%100%

c

1151482470321114111074282452627148990714624522588341561NET: Other mail
100%98%99%99%100%99%100%99%98%99%98%99%98%99%99%97%98%

abcea

-----------------NET: None / DK / Ref
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

19811681911861543808-1532119815621333156213544413397711891562Letters
98%98%97%100%99%99%-%98%98%100%100%100%98%100%97%98%99%98%

dedebcde

Other everyday
correspondence, such as
invoices, one off bills

18010681791861411775-1431113314151240140912463212491810931431etc.
89%90%91%100%90%95%-%92%93%90%93%90%90%74%91%92%91%90%

abbacacbb

Advertising and
promotional material,
such as catalogues,
brochures and direct

18510341851781388758-1407113213891220138412263611588910721407mail
92%87%94%95%89%93%-%90%93%89%91%89%89%82%84%89%89%88%

bbbaceac

17110011621721326739-1326109913391339133311563812184910361339Large letters
85%84%82%92%85%90%-%85%90%85%100%85%84%87%88%85%86%84%

bbaceacde

1628861661811203792-121012161201109911981043311147869071216Parcels and packets
80%75%84%97%77%97%-%78%100%77%82%77%76%72%83%79%75%76%

bbbabceaceca

Publications, such as
magazines, periodicals,

1548521441751137624-1151940113810081135988271117198751151customer newsletters
76%72%73%94%73%76%-%74%77%73%75%73%72%61%81%72%73%72%

abacebc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

132688127133940545-9517999458549458083192616738951customer packs etc
65%58%65%71%60%67%-%61%66%60%64%60%59%72%67%62%61%60%

bbacecc

Order fulfilment
(sending ordered goods

10049886123678443-6856176766066705761971439513685to customers)
50%42%44%66%43%54%-%44%51%43%45%43%42%43%52%44%43%43%

babbabcec

Goods / business
supplies / large packets

------------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

------------------None of these
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*----*---**Other
-%*%-%-%-%-%-%*%-%-%-%-%*%-%-%-%*%*%

------------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
20211831931871564819-1553121615681339156213704413799012021583Parcels and packets
100%100%98%100%100%100%-%100%100%100%100%100%99%100%100%100%100%100%

aeeee

19811641941871534812-1561121015381326153213543913597911831561NET: Other mail
98%98%99%100%98%99%-%100%99%98%99%98%98%88%99%98%98%98%

bbabcdacacbb

------------------NET: None / DK / Ref
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

22354125328478119313714255749881323851421562Letters
99%100%98%98%99%98%95%99%98%98%98%99%97%98%

b

Other everyday
correspondence, such as
invoices, one off bills

20252116324567110312613055199121221801221431etc.
90%97%91%85%86%91%88%90%89%91%91%93%83%90%

aaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

21149111726670106812112865138931179811351407mail
94%91%88%92%90%88%84%89%88%89%88%94%92%88%

bc

19643107324964102010312364628771136731181339Large letters
87%79%84%86%82%84%71%85%79%87%84%85%80%84%

bb

2084996622858922871129431785997731341216Parcels and packets
92%91%76%79%74%76%60%78%74%78%74%85%92%76%

bbcc

Publications, such as
magazines, periodicals,

1755091321667877961055417734962711091151customer newsletters
78%93%72%75%86%72%67%73%71%73%71%82%74%72%

bac

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

1503976117248719648872866657975791951customer packs etc
67%73%60%59%61%59%45%61%49%66%59%66%62%60%

bb

Order fulfilment
(sending ordered goods

1173752215250502516342524335464790685to customers)
52%70%41%52%64%41%35%44%43%43%41%55%62%43%

bbacc

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

--------------None of these
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--*-*-*--*Other
-%-%-%*%-%-%*%-%*%-%*%-%-%*%

a

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
225541268289781207144144058110021340861461583Parcels and packets
100%100%99%100%99%99%99%100%99%100%99%100%100%100%

22552125428076119013914225739881320861431561NET: Other mail
100%97%98%97%97%98%96%98%98%98%98%100%98%98%

a

--------------NET: None / DK / Ref
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

39539439138272441562Letters
98%98%98%99%100%99%98%

Other everyday
correspondence, such as
invoices, one off bills

38334534635872211431etc.
95%86%86%93%100%90%90%

bcbc

Advertising and
promotional material,
such as catalogues,
brochures and direct

35434435435472291407mail
88%86%88%91%100%93%88%

c

35333831333572061339Large letters
87%84%78%87%100%84%84%

bbb

33228830029672281216Parcels and packets
82%72%75%77%100%93%76%

abc

Publications, such as
magazines, periodicals,

31723927731871951151customer newsletters
79%60%69%82%100%79%72%

bccbc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2252772252255160951customer packs etc
56%69%56%58%66%65%60%

abd

Order fulfilment
(sending ordered goods

1871111632246136685to customers)
46%28%41%58%82%55%43%

ccbcd

Goods / business
supplies / large packets

-------ordered via lorry
-%-%-%-%-%-%-%

Legal / accounts
-------documents / tax forms
-%-%-%-%-%-%-%

-------Refused
-%-%-%-%-%-%-%

-------None of these
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

---*--*Other
-%-%-%*%-%-%*%

-------Don't know
-%-%-%-%-%-%-%

NET: (Large) Letters,
40239740038572461583Parcels and packets
100%99%100%99%100%100%100%

40238938438672441561NET: Other mail
100%97%96%100%100%99%98%

bcbc

-------NET: None / DK / Ref
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
961200192213981171051381229474135781566Unweighted total

134569688010513622327412488152155871562Weighted total

131567677710313322327112086140151871525Standard delivery
98%97%98%97%98%98%100%99%97%98%92%98%100%98%

ccccccc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

191881313133539218311614220system)
14%12%12%17%12%10%16%14%17%9%20%10%17%14%

dh

Urgent delivery (send /
receive mail that needs

1475587525448629715164to arrive rapidly)
11%7%7%10%7%4%11%16%7%7%19%4%18%11%

bhbhbdehiklbdehijkbdehikl

lm

1239267828221552918140International delivery
9%13%3%7%7%6%13%8%12%5%19%*%9%9%

bkbdhjkbbbbkbkbkbbdfhijkbk

m

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1135376427266919511127day delivery)
8%7%4%8%5%3%12%9%5%11%12%3%12%8%

bhbehkbhbhkbhkbehk

-18-----------18Cross-Border Delivery
-%27%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

1*--1--------2Other (PLEASE SPECIFY)
*%1%-%-%1%-%-%-%-%-%-%-%-%*%

m

None of these (DO NOT
*----------*-*READ OUT)
*%-%-%-%-%-%-%-%-%-%-%*%-%*%

Don't Know (DO NOT READ
19*1213-*11102*22OUT)

1%1%1%2%1%2%-%*%1%2%7%1%*%1%

abefgkl

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7787883865187248118065272362131231641231566Unweighted total
7588046381441149965778369140221351211562Weighted total

7447816281440146364374354136221351211525Standard delivery
98%97%98%94%99%98%98%98%95%96%97%98%100%100%98%

defef

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1171031114621010518411212115220system)
15%13%17%18%25%14%14%16%24%11%9%5%15%12%14%

abdeade

Urgent delivery (send /
receive mail that needs

95697123158791330131138164to arrive rapidly)
13%9%10%10%17%8%11%12%17%8%9%4%10%6%11%

abeae

796171241336183663187140International delivery
10%8%11%11%17%9%9%9%11%10%4%13%13%6%9%

aadad

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

7750612312158727101136127day delivery)
10%6%10%13%13%8%8%9%9%7%7%4%10%5%8%

a

1173**2166*51-3218Cross-Border Delivery
1%1%4%3%3%5%1%1%*%1%1%-%2%1%1%

aa

1*----2--1*---2Other (PLEASE SPECIFY)
*%*%-%-%-%-%*%-%-%*%*%-%-%-%*%

None of these (DO NOT
*-*--*-*------*READ OUT)
*%-%*%-%-%*%-%*%-%-%-%-%-%-%*%

a

Don't Know (DO NOT READ
7161***2110210--1-22OUT)
1%2%2%5%1%1%1%1%3%3%-%-%*%-%1%

d
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607617118127577840672843240611604596746331566Unweighted total
3236112415426091230876249230812541570747411562Weighted total

3225812115225189329774548329712281368737251525Standard delivery
100%96%96%98%98%97%98%96%98%98%96%98%86%96%99%98%98%

ddd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*61525253211456117475616421312102220system)
6%29%25%20%16%12%12%18%15%10%18%13%11%19%17%14%14%

abcababaaa

Urgent delivery (send /
receive mail that needs

*11420153081478334471171131376164to arrive rapidly)
6%6%24%16%10%11%9%15%11%7%15%9%9%19%18%10%11%

abcfafabaaaa

*361620227036851936104215466140International delivery
6%13%10%13%13%8%8%12%11%4%12%8%10%21%5%9%9%

aaaaab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*28142017653359363394110860127day delivery)
6%7%13%12%13%6%7%11%8%7%11%8%8%14%10%8%8%

aab

-141345793712121718Cross-Border Delivery
-%3%6%1%2%1%1%2%1%1%2%1%6%3%2%1%1%

aabdaaa

-----*1-*1-2---22Other (PLEASE SPECIFY)
-%-%-%-%-%*%*%-%*%*%-%*%-%-%-%*%*%

None of these (DO NOT
----*--*--*----**READ OUT)
-%-%-%-%*%-%-%*%-%-%*%-%-%-%-%*%*%

Don't Know (DO NOT READ
-122287910391323-822OUT)
-%4%4%2%1%3%1%3%1%1%3%1%14%4%-%1%1%

aaaaaabc

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
26285125415714081091456313251776001566Unweighted total
24282125515114101081453253051585781562Weighted total

24278122214913751051418253051565621525Standard delivery
100%98%97%99%98%98%98%100%98%100%97%97%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

766146321872219724617105220system)
29%23%12%21%13%21%14%9%14%12%29%18%14%

aaaace

Urgent delivery (send /
receive mail that needs

4531072613820145*471372164to arrive rapidly)
18%19%9%17%10%18%10%2%14%14%22%12%11%

aaaae

851802811220120346677140International delivery
34%18%6%19%8%19%8%10%14%11%11%13%9%

aaa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

344792510216111*38966127day delivery)
14%16%6%16%7%15%8%2%10%16%16%11%8%

aaaee

*513216117**12918Cross-Border Delivery
2%2%1%1%1%1%1%*%*%1%4%1%1%

--2-2-2----*2Other (PLEASE SPECIFY)
-%-%*%-%*%-%*%-%-%-%-%*%*%

None of these (DO NOT
-*--*-*----**READ OUT)
-%*%-%-%*%-%*%-%-%-%-%*%*%

Don't Know (DO NOT READ
-220220221-*-1822OUT)
-%1%2%1%1%2%1%-%2%-%1%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1671497466348184221101294513668150198214734402698471566Unweighted total
1131487471317104101061281456627149291114654472608371562Weighted total

1111460452311103991042274448612145588714294362548181525Standard delivery
98%98%96%98%100%97%98%97%98%98%98%97%98%98%97%98%98%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

452041285947215652701162091512066646108220system)
40%14%27%19%40%17%15%19%15%19%14%17%14%15%18%13%14%

abbacacg

Urgent delivery (send /
receive mail that needs

3215210739354118405286154106152553574164to arrive rapidly)
28%10%23%12%28%13%11%14%11%14%10%12%10%12%13%9%11%

bbacaca

5713287404539742448712995128412673140International delivery
50%9%18%13%37%13%9%15%10%14%9%10%9%9%10%9%9%

abbabcegabceg

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

2211982394449533467611978117392959127day delivery)
20%8%17%12%36%11%9%12%10%12%8%9%8%9%11%7%8%

bbacabcga

141883*8168512171217421118Cross-Border Delivery
12%1%2%1%5%2%2%3%1%2%1%1%1%1%1%1%1%

abac

-2---*2***2221-*2Other (PLEASE SPECIFY)
-%*%-%-%-%*%*%*%*%*%*%*%*%*%-%*%*%

None of these (DO NOT
-***--*--****--**READ OUT)
-%*%*%*%-%-%*%-%-%*%*%*%*%-%-%*%*%

Don't Know (DO NOT READ
12174-51435922162276922OUT)
1%1%2%1%-%1%1%1%1%1%1%2%1%2%2%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19811671972131548807-15341232156613601566135537138103111941566Unweighted total
19811681911861543808-1532119815621333156213544413397711891562Weighted total

18811471851841525787-1495116915251305152513204413296311671525Standard delivery
95%98%97%99%99%97%-%98%98%98%98%98%98%100%99%99%98%98%

ca

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

4613537103215220-220204220202220180526144165220system)
23%12%19%55%14%27%-%14%17%14%15%14%13%12%20%15%14%14%

bbabbacc

Urgent delivery (send /
receive mail that needs

291092688164164-164151164155164144510101123164to arrive rapidly)
14%9%14%47%11%20%-%11%13%11%12%11%11%12%7%10%10%11%

babb

259124140140121-14013514013114010652190112140International delivery
13%8%12%75%9%15%-%9%11%9%10%9%8%11%16%9%9%9%

bbabbacc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

14872676127127-1271221271161271093128698127day delivery)
7%7%14%41%8%16%-%8%10%8%9%8%8%6%9%9%8%8%

bcabb

3132181812-18171817181513141418Cross-Border Delivery
2%1%1%10%1%2%-%1%1%1%1%1%1%1%2%1%1%1%

ab

*1--22-222222--*12Other (PLEASE SPECIFY)
*%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

None of these (DO NOT
-*--**-*****--****READ OUT)
-%*%-%-%*%*%-%*%*%*%*%*%-%-%*%*%*%*%

Don't Know (DO NOT READ
5116-106-221622152220-*121822OUT)
2%1%3%-%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
228511260279771227121144555210141322971311566Unweighted total
22354125328478119313714255749881323851421562Weighted total

21953122427675116813513905589671293841361525Standard delivery
98%100%98%97%97%98%99%98%97%98%98%98%96%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

551216844181604216851361761529220system)
25%22%13%16%23%13%3%15%15%14%13%18%21%14%

abc

Urgent delivery (send /
receive mail that needs

381212832121277157621021211527164to arrive rapidly)
17%22%10%11%15%11%5%11%11%10%9%18%19%11%

bcc

4610963611106313748921001323140International delivery
21%19%8%13%15%9%2%10%8%9%8%15%17%9%

bbcc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

3679924119751225077941220127day delivery)
16%13%8%9%14%8%4%9%9%8%7%14%14%8%

cc

51153*1511851315*218Cross-Border Delivery
2%1%1%1%1%1%1%1%1%1%1%*%2%1%

--1*-1-21*2--2Other (PLEASE SPECIFY)
-%-%*%*%-%*%-%*%*%*%*%-%-%*%

None of these (DO NOT
-*-**--*-*--**READ OUT)
-%*%-%*%*%-%-%*%-%*%-%-%*%*%

Don't Know (DO NOT READ
2-202213221111116*522OUT)
1%-%2%1%3%1%1%1%2%1%1%1%4%1%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39439739338252471566Unweighted total
39539439138272441562Weighted total

37938338637872401525Standard delivery
96%97%99%99%100%98%98%

dd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

51425573254220system)
13%11%14%19%23%22%14%

cd

Urgent delivery (send /
receive mail that needs

39383354242164to arrive rapidly)
10%10%8%14%23%17%11%

b

30303347249140International delivery
8%8%8%12%23%20%9%

cd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

29233145235127day delivery)
7%6%8%12%23%14%8%

cd

6544-518Cross-Border Delivery
2%1%1%1%-%2%1%

1*----2Other (PLEASE SPECIFY)
*%*%-%-%-%-%*%

None of these (DO NOT
---*-**READ OUT)
-%-%-%*%-%*%*%

Don't Know (DO NOT READ
11534-222OUT)

3%1%1%1%-%1%1%

b
Columns Tested: a,b - a,b,c,d
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
83218016419080100921231058166120651366Unweighted total

11496257718511019224010574134137721339Weighted total

11176156688110619123710373121134701301Standard delivery
97%98%97%96%96%96%100%99%98%98%91%98%97%97%

ccccijcccc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1568611714323413829128180system)
14%13%10%15%8%13%17%14%12%11%21%8%11%13%

bik

Urgent delivery (send /
receive mail that needs

1195373327331142377134to arrive rapidly)
10%8%6%10%4%3%14%14%10%5%17%5%10%10%

hhbhikbhikhbdhikl

86615342416104194499International delivery
8%10%2%7%4%4%12%7%9%5%14%3%5%7%

bkbkkbhikbkbdhikm

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

8444643232067114698day delivery)
7%6%6%9%5%2%12%9%5%9%8%3%8%7%

bhbhbh

-16-----------16Cross-Border Delivery
-%26%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

*---*--------*Other (PLEASE SPECIFY)
*%-%-%-%*%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
2--*------2--3READ OUT)
*%-%-%1%-%-%-%-%-%-%2%-%-%*%

m

Don't Know (DO NOT READ
13**213-**152*15OUT)

1%1%*%3%1%3%-%*%*%2%4%1%*%1%

fk

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
6826843564783226101056166314119221491021366Unweighted total
6626775881437128055271317129201191001339Weighted total

6466565771336124453864307127191141001301Standard delivery
98%97%98%95%98%99%97%97%90%97%98%96%96%100%97%

fffbf

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

9289101361708520271112112180system)
14%13%18%17%22%16%13%15%29%9%9%5%18%12%13%

aeadegde

Urgent delivery (send /
receive mail that needs

74607123127611223121147134to arrive rapidly)
11%9%12%15%18%9%10%11%17%7%9%4%11%7%10%

abae

52477124924010215313699International delivery
8%7%12%13%16%10%7%7%14%7%4%14%11%6%7%

aadd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

55436123914081911113398day delivery)
8%6%11%11%16%9%7%7%11%6%8%4%11%3%7%

aaaa

962**1145*41-3116Cross-Border Delivery
1%1%4%3%3%4%1%1%*%1%*%-%3%1%1%

aa

*-*--*-*------*Other (PLEASE SPECIFY)
*%-%*%-%-%1%-%*%-%-%-%-%-%-%*%

aa

None of these (DO NOT
-3----33------3READ OUT)
-%*%-%-%-%-%*%1%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
781***14527--1-15OUT)
1%1%1%2%1%1%1%1%3%2%-%-%1%-%1%

d
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
360701601712516353766473433769904490715291366Unweighted total
3235711614723673927766739527710621565696121339Weighted total

3225511014423071826464739026410371360696001301Standard delivery
100%97%96%95%98%98%97%96%97%99%96%98%86%93%100%98%97%

cbcdcd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*314252129835110326511304111074180system)
6%15%25%21%15%12%11%18%15%7%18%12%23%17%14%12%13%

ababaaaa

Urgent delivery (send /
receive mail that needs

*313151423624268244292291151134to arrive rapidly)
6%13%23%13%10%10%8%15%10%6%15%9%11%13%16%8%10%

abcabaaa

*371414134431599316821234199International delivery
6%12%13%12%10%6%6%11%9%2%11%6%10%19%5%7%7%

ababaaaab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*281315134231472031671873498day delivery)
6%7%14%12%10%6%6%11%7%5%11%6%10%13%10%6%7%

ababaabaa

-131344673610*31416Cross-Border Delivery
-%3%5%1%2%2%1%2%1%1%2%1%2%4%2%1%1%

aadaa

-----*--*--*----*Other (PLEASE SPECIFY)
-%-%-%-%-%*%-%-%*%-%-%*%-%-%-%-%*%

None of these (DO NOT
-----*2-*2-3---*3READ OUT)
-%-%-%-%-%*%*%-%*%1%-%*%-%-%-%*%*%

Don't Know (DO NOT READ
-1222357717823-415OUT)
-%3%4%2%1%1%1%3%1%*%3%1%14%4%-%1%1%

aaaabca
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
1926210841401225941271293048715481366Unweighted total
1624710741271210881249232749485121339Weighted total

1624210421211178831217232547475011301Standard delivery
97%98%97%96%97%94%97%100%93%96%98%98%97%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

35412126153151642561288180system)
18%22%11%20%13%17%13%10%21%13%25%17%13%

aa

Urgent delivery (send /
receive mail that needs

338912111213120*44865134to arrive rapidly)
21%16%8%16%9%15%10%2%16%9%16%13%10%

aa

337601880118824465399International delivery
16%15%6%15%7%12%7%8%16%8%11%10%7%

aa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

331621878118513674998day delivery)
18%12%6%14%6%12%7%4%11%13%15%10%7%

aaa

15102141141*11716Cross-Border Delivery
6%2%1%2%1%2%1%2%1%2%3%1%1%

--*-*-*-----*Other (PLEASE SPECIFY)
-%-%*%-%*%-%*%-%-%-%-%-%*%

None of these (DO NOT
--3-3-3-----3READ OUT)
-%-%*%-%*%-%*%-%-%-%-%-%*%

Don't Know (DO NOT READ
-213213213-*-*415OUT)
-%1%1%2%1%2%1%-%2%-%1%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
155131643031918386997265475618132293713003872527181366Unweighted total
102128842028510360953242419558129685812773882506861339Weighted total

10012554022809349925233409543125983412433732436711301Standard delivery
98%97%96%98%96%97%97%96%98%97%97%97%97%96%97%98%97%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3117011147462133416298172126169613286180system)
31%13%26%16%44%17%14%17%15%18%13%15%13%16%13%13%13%

bbac

Urgent delivery (send /
receive mail that needs

25129873234510235467312791127493451134to arrive rapidly)
25%10%21%11%34%13%11%15%11%13%10%11%10%13%13%7%10%

bbacacaa

409566333326824316591699127234999International delivery
39%7%16%12%35%9%7%10%7%12%7%8%7%7%9%7%7%

abbabceg

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

229267293327522365891639030274098day delivery)
21%7%16%10%33%9%8%9%9%10%7%7%7%8%11%6%7%

bbabca

121682*713741015121552816Cross-Border Delivery
11%1%2%1%5%2%1%3%1%2%1%1%1%1%1%1%1%

abace

-*----*---*-*--**Other (PLEASE SPECIFY)
-%*%-%-%-%-%*%-%-%-%*%-%*%-%-%*%*%

None of these (DO NOT
-3*---3---3*3*-23READ OUT)
-%*%*%-%-%-%*%-%-%-%*%*%*%*%-%*%*%

Don't Know (DO NOT READ
-1541-41225415101575415OUT)
-%1%1%*%-%1%1%1%1%1%1%1%1%2%2%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
OFC1885
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
17410121761981353752-1350114313661366136011773312791210571366Unweighted total
17110011621721326739-1326109913391339133311563812184910361339Weighted total

1669761551701301712-1289106613011301129511233811982710091301Standard delivery
97%97%96%99%98%96%-%97%97%97%97%97%97%100%99%97%97%97%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

311212874176180-180170180180180156218117138180system)
18%12%17%43%13%24%-%14%15%13%13%13%13%4%15%14%13%13%

babb

Urgent delivery (send /
receive mail that needs

16962070134134-13312113413413411541182111134to arrive rapidly)
10%10%13%41%10%18%-%10%11%10%10%10%10%10%9%10%11%10%

abb

205919999987-999899999981*15648199International delivery
12%6%12%58%7%12%-%7%9%7%7%7%7%*%12%8%8%7%

bbabbbc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

126619609898-979398989884*9607398day delivery)
7%7%12%35%7%13%-%7%8%7%7%7%7%1%7%7%7%7%

babb

3103161611-16151616161312111216Cross-Border Delivery
2%1%2%9%1%2%-%1%1%1%1%1%1%1%2%1%1%1%

ab

-*-**--******--***Other (PLEASE SPECIFY)
-%*%-%*%*%-%-%*%*%*%*%*%*%-%-%*%*%*%

None of these (DO NOT
-2*-33-3-3333--233READ OUT)
-%*%*%-%*%*%-%*%-%*%*%*%*%-%-%*%*%*%

Don't Know (DO NOT READ
474-74-151315151511-281515OUT)
2%1%3%-%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

bb
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,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 respondents who receive LARGE LETTERS at their location

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
2064510982486610679212744629041150881131366Unweighted total
19643107324964102010312364628771136731181339Weighted total

1934010392456099110211994468551103721151301Standard delivery
99%93%97%98%94%97%99%97%97%98%97%98%98%97%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

47813343121254176701111401228180system)
24%18%12%17%19%12%4%14%15%13%12%16%24%13%

bbc

Urgent delivery (send /
receive mail that needs

36410623610531315579981125134to arrive rapidly)
19%10%10%9%10%10%3%11%12%9%9%14%22%10%

bc

3256630127219830697071899International delivery
17%13%6%12%19%7%1%8%6%8%6%10%16%7%

babc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

30277161272-9846527071898day delivery)
15%5%7%6%18%7%-%8%10%6%6%10%16%7%

abac

51132*11115511131116Cross-Border Delivery
2%1%1%1%1%1%1%1%1%1%1%1%1%1%

--*--*-*-**--*Other (PLEASE SPECIFY)
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

None of these (DO NOT
--3--3-32*3--3READ OUT)
-%-%*%-%-%*%-%*%1%*%*%-%-%*%

Don't Know (DO NOT READ
2-132281146912*315OUT)
1%-%1%1%3%1%1%1%1%1%1%1%2%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
36135232233152201366Unweighted total
35333831333572061339Weighted total

33832530932972011301Standard delivery
96%96%98%98%100%97%97%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

48323862-45180system)
13%9%12%19%-%22%13%

bc

Urgent delivery (send /
receive mail that needs

37212947-37134to arrive rapidly)
11%6%9%14%-%18%10%

cbc

2724202723399International delivery
8%7%7%8%23%16%7%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

29171734-2998day delivery)
8%5%6%10%-%14%7%

bc

7324-516Cross-Border Delivery
2%1%1%1%-%3%1%

--*---*Other (PLEASE SPECIFY)
-%-%*%-%-%-%*%

None of these (DO NOT
---3--3READ OUT)
-%-%-%1%-%-%*%

Don't Know (DO NOT READ
84-3-215OUT)
2%1%-%1%-%1%1%

bb
Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All respondents who receive LARGE LETTERS at their location

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
751163157173738886117927656104591244Unweighted total

1041575564791041822319269110111651216Weighted total

80846444961701451937160807750946Standard delivery
78%81%80%77%78%67%80%83%77%88%73%70%78%78%

hbhhbhbchm

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

501252829375398975231495330583system)
48%44%52%45%47%51%54%42%57%45%45%48%47%48%

f

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

267131316292463471711332319309day delivery)
26%23%24%25%37%23%35%21%18%16%30%21%30%25%

bdefklmbdefl

Urgent delivery (send /
receive mail that needs

260131417192151592414312615304to arrive rapidly)
25%23%26%26%24%20%28%26%26%20%28%24%23%25%

105933982618932265119International delivery
10%15%5%5%11%8%14%8%9%5%20%5%8%10%

jkbdjkbjkbdfhjkm

-13-----------13Cross-Border Delivery
-%23%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

111*1112-1--3214Other (PLEASE SPECIFY)
1%2%1%1%2%1%1%-%2%-%-%3%2%1%

None of these (DO NOT
3------*--3--3READ OUT)
*%-%-%-%-%-%-%*%-%-%2%-%-%*%

jm

Don't Know (DO NOT READ
2311*1--1*-79525OUT)

2%1%2%1%2%-%-%*%*%-%7%8%7%2%

defghjldefghjkdefghjkl

mmlm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
60563932341752079214974831110721140891244Unweighted total
583634537123411644705731711620118871216Weighted total

47946745611289013594424791148877946Standard delivery
82%74%85%90%87%83%77%76%77%78%78%71%75%88%78%

aabeg

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2773062436155592333814247115341583system)
48%48%45%48%46%45%48%50%66%45%41%57%45%47%48%

abdeg

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1751341413929511421762494216309day delivery)
30%21%26%20%25%28%25%24%36%24%21%43%36%18%25%

aadadeg

Urgent delivery (send /
receive mail that needs

1611431624928910422852182921304to arrive rapidly)
28%23%29%30%33%28%25%22%39%27%18%38%25%25%25%

adg

675261241124483562157119International delivery
11%8%12%16%13%11%10%9%14%11%6%12%12%8%10%

772**1114-41-3113Cross-Border Delivery
1%1%3%2%2%4%1%1%-%1%*%-%3%1%1%

aa

771--1139-12-*114Other (PLEASE SPECIFY)
1%1%1%-%-%2%1%2%-%*%2%-%*%1%1%

None of these (DO NOT
3-*-*-33-*----3READ OUT)
*%-%1%-%3%-%*%1%-%*%-%-%-%-%*%

ab

Don't Know (DO NOT READ
9161***2410462-*425OUT)
2%3%2%3%1%1%2%2%6%2%1%-%*%4%2%

bb
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
354681371492175973615862973618833685654801244Unweighted total
32154931281927022726063392729451161635561216Weighted total

3214165108154533209473264209737104349435946Standard delivery
100%96%76%70%84%80%76%77%78%78%77%78%90%71%78%78%78%

abcdeaddc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3102541609833313430114813444933927263583system)
94%48%47%45%47%51%47%49%50%44%49%47%25%64%43%47%48%

abdd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*22016394817469157836924022613127309day delivery)
6%9%37%17%30%25%25%25%26%25%25%25%16%43%20%23%25%

adfdffdfabd

Urgent delivery (send /
receive mail that needs

*32224345016371165687123332118130304to arrive rapidly)
6%13%41%25%27%26%23%26%27%20%26%25%26%35%29%23%25%

abcdfffaa

*17131814583270173287113455119International delivery
6%5%13%14%14%8%8%12%11%5%12%9%11%22%6%10%10%

aabaaab

-11133457158*21613Cross-Border Delivery
-%3%2%1%2%2%1%2%1%*%2%1%2%4%1%1%1%

--*621565368-23314Other (PLEASE SPECIFY)
-%-%*%7%1%*%1%2%1%1%2%1%-%3%4%1%1%

abcefa

None of these (DO NOT
---*--3*3-*3*--33READ OUT)
-%-%-%*%-%-%*%*%*%-%*%*%3%-%-%*%*%

a

Don't Know (DO NOT READ
-*4332138134817*4-725OUT)
-%2%7%4%2%1%2%3%2%1%3%2%2%7%-%1%2%

abab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
2126595714510981001143303151725411244Unweighted total
2026593014410711031112242851545141216Weighted total

102037311028426787720193842411946Standard delivery
49%77%79%71%79%66%79%84%69%74%77%80%78%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

14144424755065252914112429251583system)
67%54%46%52%47%51%48%59%38%47%54%49%48%

a

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

8732264426431276451315143309day delivery)
38%28%24%30%25%31%25%18%17%26%27%28%25%

Urgent delivery (send /
receive mail that needs

8802144325928275581214145304to arrive rapidly)
41%30%23%30%24%27%25%21%27%24%25%28%25%

a

2536232852493659762119International delivery
12%20%7%22%8%23%8%23%16%18%14%12%10%

aaa

-582111121*12713Cross-Border Delivery
-%2%1%1%1%1%1%2%*%1%4%1%1%

-113113113--*3214Other (PLEASE SPECIFY)
-%*%1%1%1%1%1%-%-%*%6%*%1%

a

None of these (DO NOT
3*-3-3---*--3READ OUT)

12%*%-%2%-%3%-%-%-%1%-%-%*%

aa

Don't Know (DO NOT READ
-322*25-25-*--925OUT)
-%1%2%*%2%-%2%-%2%-%-%2%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
147118741630618399893273436624119083511663582256531244Unweighted total
10311534162799382843259383575116176111403602136311216Weighted total

869013052318289665181302456897603883284168481946Standard delivery
83%78%74%83%94%76%79%70%79%79%77%79%77%79%79%76%78%

aaffffff

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

61548226137618540613719329355737254217194312583system)
60%47%54%49%66%48%48%53%50%51%48%49%48%47%44%49%48%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

4029010978497220601161582841942817455178309day delivery)
39%25%26%28%44%25%26%23%30%28%24%25%25%20%26%28%25%

abacfc

Urgent delivery (send /
receive mail that needs

3628711979499222551311632872142838377144304to arrive rapidly)
35%25%29%28%48%26%26%21%34%28%25%28%25%23%36%23%25%

babcdfgffac

4011279303558751358010780102372259119International delivery
39%10%19%11%38%14%10%20%9%14%9%11%9%10%10%9%10%

abbabcdegaceg

101373*81283111291231813Cross-Border Delivery
9%1%2%1%5%2%1%3%1%2%1%1%1%1%1%1%1%

ababce

21233-382741481454514Other (PLEASE SPECIFY)
2%1%1%1%-%1%1%1%2%1%1%1%1%1%2%1%1%

None of these (DO NOT
333--*---*333--33READ OUT)
2%*%1%-%-%*%-%-%-%*%*%*%*%-%-%*%*%

b

Don't Know (DO NOT READ
-25125-417*75251725157325OUT)
-%2%3%2%-%1%2%*%2%1%2%2%2%4%3%*%2%

cffffaa
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
1619081721991231790-123312441236114312321069281178319441244Unweighted total
1628861661811203792-121012161201109911981043311147869071216Weighted total

126687131159946549-9439469318639308092797620729946Standard delivery
78%77%79%88%79%69%-%78%78%78%79%78%78%85%85%79%80%78%

aba

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

8940587129577583-5785835785225774871567378441583system)
55%46%53%71%48%74%-%48%48%48%48%48%47%47%59%48%49%48%

bbbc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

472144882309309-307309306284306257632209238309day delivery)
29%24%29%45%26%39%-%25%25%25%26%26%25%19%28%27%26%25%

bb

Urgent delivery (send /
receive mail that needs

422095286304304-302304302292300256931211237304to arrive rapidly)
26%24%32%48%25%38%-%25%25%25%27%25%25%28%27%27%26%25%

babb

256726119119108-119119119111118914197991119International delivery
15%8%16%66%10%14%-%10%10%10%10%10%9%14%17%10%10%10%

bbabbc

391131312-13131313131112121013Cross-Border Delivery
2%1%1%7%1%1%-%1%1%1%1%1%1%2%2%1%1%1%

ab

2931146-141414121413-*12914Other (PLEASE SPECIFY)
1%1%2%1%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

None of these (DO NOT
-3-333-33333--***3READ OUT)
-%*%-%1%*%*%-%*%*%*%*%*%-%-%*%*%*%*%

b

Don't Know (DO NOT READ
-1871185-252525232525-*162025OUT)
-%2%4%1%1%1%-%2%2%2%2%2%2%-%*%2%2%2%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
20947986236639658211624208241024871191244Unweighted total
2084996622858922871129431785997731341216Weighted total

1503975517951726718753406067806095946Standard delivery
72%79%78%78%87%79%82%77%79%77%78%82%71%78%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1132746110720441375452053784564482583system)
54%56%48%47%35%48%43%48%47%48%46%59%61%48%

cc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

6282505010231182921012082442637309day delivery)
30%16%26%22%18%25%20%26%23%27%24%35%28%25%

c

Urgent delivery (send /
receive mail that needs

669243511423613291992062452434304to arrive rapidly)
32%19%25%22%24%26%15%26%23%26%25%32%26%25%

b

4688134119061134376771226119International delivery
22%16%8%15%19%10%7%10%10%10%8%17%19%10%

bacc

5*112*101124911*213Cross-Border Delivery
3%*%1%1%1%1%1%1%1%1%1%1%1%1%

1*122-13-144912*214Other (PLEASE SPECIFY)
*%*%1%1%-%1%-%1%1%1%1%*%1%1%

None of these (DO NOT
3-*--*-3-33-*3READ OUT)
1%-%*%-%-%*%-%*%-%*%*%-%*%*%

Don't Know (DO NOT READ
3-223314*25817221325OUT)
1%-%2%1%5%2%*%2%2%2%2%1%2%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
32731230629952271244Unweighted total
33228830029672281216Weighted total

2682212272306167946Standard delivery
81%77%75%78%82%73%78%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1771451231383125583system)
53%50%41%46%42%55%48%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

96796371262309day delivery)
29%27%21%24%23%27%25%

b

Urgent delivery (send /
receive mail that needs

103835563267304to arrive rapidly)
31%29%18%21%23%30%25%

abab

25233337-49119International delivery
7%8%11%13%-%22%10%

d

5333-513Cross-Border Delivery
1%1%1%1%-%2%1%

1139-114Other (PLEASE SPECIFY)
*%*%1%3%-%*%1%

cd

None of these (DO NOT
--3*-33READ OUT)
-%-%1%*%-%1%*%

Don't Know (DO NOT READ
11545-325OUT)

3%2%1%2%-%1%2%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

26123145333-24316am - 8.59am
2%1%3%3%1%3%2%1%2%3%-%1%4%2%

785434445458714017170478085609179am - 11.59am
58%63%63%56%44%65%62%61%57%54%52%56%69%59%

iiiiiiibcdij

43520152741325888443260592149712pm - 2.59pm
32%30%21%34%40%24%26%32%36%36%39%39%25%32%

khkaghkkhkhkhkaghk

1511*25331**2-173pm - 5.59pm
1%1%1%1%1%3%1%1%1%*%*%1%-%1%

m

10*11132--1-2-126pm - 5.59am
1%1%2%1%1%2%1%-%-%2%-%1%-%1%

76374123171454154289Don't know
6%4%10%4%12%2%8%5%4%5%10%2%2%6%

abhjlmabefhjlmabh

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

2562*112910243-210316am - 8.59am
3%1%4%3%4%3%2%2%2%1%2%-%2%8%2%

abdeg

43747941692687638639264621476529179am - 11.59am
58%59%65%74%64%64%58%58%47%73%44%66%56%43%59%

aaadabdfga

2422551614114822073672597505049712pm - 2.59pm
32%32%25%17%26%27%32%31%43%20%42%32%37%42%32%

deeegegeeg

7101-*1167*15-*3173pm - 5.59pm
1%1%2%-%1%2%1%1%*%*%4%-%*%2%1%

bege

75----121-52-*3126pm - 5.59am
1%1%-%-%-%-%1%*%-%2%1%-%*%3%1%

gg

36533*1287497138*7389Don't know
5%7%4%6%5%4%6%7%8%4%6%2%5%2%6%

ae

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-**253194131542712316316am - 8.59am
-%1%1%2%3%1%2%1%2%3%1%2%3%2%4%2%2%

315287692156536179433304179738942474219179am - 11.59am
100%66%46%63%58%61%58%61%57%60%61%58%57%60%64%56%59%

eeee

-62936488229397254146974005212224649712pm - 2.59pm
-%26%48%30%30%32%32%33%33%29%33%32%34%31%30%33%32%

abcdf

--*2**15288216-1-10173pm - 5.59pm
-%-%*%1%*%*%2%1%1%2%1%1%-%1%-%1%1%

----1-11*74*12--16126pm - 5.59am
-%-%-%-%1%-%1%*%1%1%*%1%-%-%2%1%1%

-235121453124829127714*4789Don't know
-%7%5%4%7%5%6%4%6%6%4%6%5%6%1%6%6%

b
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-229*31*31-*128316am - 8.59am
-%1%2%*%2%*%2%-%1%1%3%1%2%

-1917268783055862142025363549179am - 11.59am
-%67%57%69%58%65%58%66%70%54%63%61%59%

aa

-86412374602747067161519149712pm - 2.59pm
-%30%32%29%32%33%32%30%25%35%27%33%32%

-117117117--*-3173pm - 5.59pm
-%*%1%*%1%1%1%-%-%*%-%*%1%

-*12*12*12---*2126pm - 5.59am
-%*%1%*%1%1%1%-%-%-%1%*%1%

-585188*8911442589Don't know
-%2%7%1%6%*%6%4%4%9%7%4%6%

bbb
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 54  (continuation)                                                                                                                                                                        Page 632

QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

12947-4241382813287222316am - 8.59am
1%2%1%2%-%1%2%*%1%1%2%1%2%2%1%3%2%

ef

6786928218052616321772753938755328602441405229179am - 11.59am
62%58%61%56%52%66%59%64%61%64%58%59%58%55%54%62%59%

cabcbc

2948013311741133417913518548231447316010123349712pm - 2.59pm
27%32%29%36%43%28%32%28%30%30%32%35%32%36%39%28%32%

aaa

31752-112163171117359173pm - 5.59pm
3%1%1%1%-%*%1%*%1%*%1%1%1%1%2%1%1%

-1212-*11*32122113-9126pm - 5.59am
-%1%*%*%-%*%1%*%1%*%1%*%1%1%-%1%1%

b

8873716*18461830288737862785289Don't know
7%6%8%5%4%5%4%7%7%5%6%4%6%6%3%6%6%

bgb
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

52425319-291831263130-*1424316am - 8.59am
3%2%1%3%2%1%-%2%2%2%2%2%2%-%*%1%2%2%

100695117104904490-90971190478089981326785906989179am - 11.59am
50%59%62%59%59%61%-%59%59%59%59%58%59%59%57%59%58%59%

cc

703626545487244-484383490422490427125231938949712pm - 2.59pm
35%31%34%26%32%30%-%32%32%32%32%32%31%26%38%32%32%32%

512*4177-171317151715-2815173pm - 5.59pm
3%1%*%2%1%1%-%1%1%1%1%1%1%-%1%1%1%1%

a

*12-*126-1210121012111195126pm - 5.59am
*%1%-%*%1%1%-%1%1%1%1%1%1%3%1%1%*%1%

17675178644-83608968888153547189Don't know
9%6%3%9%6%6%-%5%5%6%5%6%6%12%3%5%6%6%

aaba
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

2-256-2792211202812316am - 8.59am
1%-%2%2%-%2%6%2%2%2%2%1%2%2%

a

11942775142237649782034057776657829179am - 11.59am
60%80%61%49%29%63%67%58%59%58%57%68%62%59%

babac

74103921054135329468176322439203849712pm - 2.59pm
37%19%31%36%53%29%20%33%30%33%33%24%29%32%

aab

1-13447*177101422173pm - 5.59pm
*%-%1%1%5%1%*%1%1%1%1%2%1%1%

a

*-84*621066102*126pm - 5.59am
*%-%1%1%1%*%1%1%1%1%1%2%*%1%

31602910576833654793889Don't know
1%1%5%10%12%5%4%6%6%5%6%3%6%6%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

46147-2316am - 8.59am
1%1%4%2%-%1%2%

d

24324122920451389179am - 11.59am
60%61%59%54%66%63%59%

a

11912411513927649712pm - 2.59pm
30%32%30%37%34%34%32%

bd

3636-1173pm - 5.59pm
1%2%1%2%-%*%1%

2-82-*126pm - 5.59am
1%-%2%*%-%*%1%

ac

30162023-289Don't know
8%4%5%6%-%1%6%

c
Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 54  (continuation)                                                                                                                                                                        Page 636

QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

17*12--35115*120Very Dissatisfied
1%1%1%2%-%-%1%2%1%1%3%*%1%1%

52*33751193357258Fairly Dissatisfied
4%1%4%4%7%4%5%3%2%3%3%5%2%4%

lllllll

Neither Satisfied Nor
243610918283660149402612269Dissatisfied

18%9%15%12%17%21%16%22%11%10%26%17%14%17%

jldejldejldejkll

525302535435272934839656845615Fairly Satisfied
39%44%36%43%42%39%32%33%39%44%42%44%53%39%

gggfgkm

50631303135481041135636395024598Very Satisfied
38%46%43%39%34%36%46%40%45%41%25%33%28%38%

cabcmaccabccabcc

Don't Know (DO NOT READ
4-------1--214OUT)
*%-%-%-%-%-%-%-%1%-%-%1%1%*%

10316155667810017620510574104119691213NET: Satisfied
77%89%80%82%76%75%78%73%84%85%68%77%81%78%

cbcfghijkccfcf

m

6914575141444107378NET: Dissatisfied
5%1%5%6%7%4%6%5%3%5%7%5%4%5%

lllllll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

10111-*1191012*-3120Very Dissatisfied
1%1%2%-%1%3%1%2%1%1%*%-%2%1%1%

30273*1255252137-5458Fairly Dissatisfied
4%3%4%2%5%4%4%4%2%4%5%-%4%3%4%

Neither Satisfied Nor
1071621012725911216532772826269Dissatisfied

14%20%16%16%15%16%17%17%19%15%19%31%20%21%17%

b

2903262646155892514013260134848615Fairly Satisfied
38%40%41%53%42%38%39%38%48%37%43%59%35%40%39%

a

316282232515575260231604625342598Very Satisfied
42%35%36%29%36%38%38%39%28%45%33%10%39%35%38%

adf

Don't Know (DO NOT READ
32----432-----4OUT)
*%*%-%-%-%-%*%*%2%-%-%-%-%-%*%

e

606608497113111655116229210615100901213NET: Satisfied
80%75%78%82%78%77%78%77%76%81%76%69%74%75%78%

a

40384*1374353158-8578NET: Dissatisfied
5%5%6%2%7%7%5%5%4%4%5%-%6%4%5%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-1-33*13488416*311320Very Dissatisfied
-%3%-%3%2%*%1%1%1%2%1%1%1%4%2%2%1%

bbb

-15664361735617412522458Fairly Dissatisfied
-%6%8%5%4%1%4%6%5%1%6%3%16%7%3%3%4%

bbbaaaab

Neither Satisfied Nor
-51618305214661136716120721311138269Dissatisfied
-%22%27%15%19%20%16%21%18%14%21%16%15%19%15%18%17%

adaa

*1022447013033412831117612848762927301615Fairly Satisfied
6%42%37%37%44%51%36%43%41%35%43%38%37%41%37%40%39%

aadeaa

3617494970394842692458451452032271598Very Satisfied
94%27%28%41%31%27%43%28%35%48%28%40%32%29%44%36%38%

bbcefcbcb

Don't Know (DO NOT READ
-----13-31-4----4OUT)
-%-%-%-%-%*%*%-%*%*%-%*%-%-%-%-%*%

316399311920072821258142121210011149595721213NET: Satisfied
100%69%66%77%75%78%79%72%76%83%72%79%68%70%81%77%78%

eebcb

-259944921431421573833778NET: Dissatisfied
-%9%8%8%6%2%5%7%6%3%7%4%17%11%4%5%5%

bbbbbaaaaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-416318218*---620Very Dissatisfied
-%2%1%2%1%3%1%2%-%-%-%1%1%

-11471147949**1012558Fairly Dissatisfied
-%4%4%8%3%10%3%2%1%22%2%4%4%

aaabd

Neither Satisfied Nor
-58210232451525432813109269Dissatisfied
-%20%16%18%17%18%17%12%7%18%23%19%17%

-11450153562365799121825253615Fairly Satisfied
-%40%39%42%39%44%39%43%41%37%45%43%39%

-9450438561215779151117185598Very Satisfied
-%33%39%30%39%25%39%41%51%22%29%32%38%

bbbabc

Don't Know (DO NOT READ
-31-4-4----44OUT)
-%1%*%-%*%-%*%-%-%-%-%1%*%

a

-2081005901123581156182728424381213NET: Satisfied
-%73%79%71%78%69%78%84%92%60%74%75%78%

bbabcc

-1563136511671*1013178NET: Dissatisfied
-%5%5%10%5%13%5%4%1%22%2%5%5%

aaabd

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

4209*-61474519919113620Very Dissatisfied
4%1%2%*%-%2%1%3%1%1%1%1%1%2%1%1%1%

bcbdea

6562321*164013173256375617142758Fairly Dissatisfied
5%4%5%6%4%4%4%5%4%5%4%4%4%4%5%3%4%

Neither Satisfied Nor
15260826726519147761072601682567739146269Dissatisfied
14%17%18%21%20%16%18%17%17%17%17%19%17%17%15%17%17%

445891871416167420116195271595381586164113332615Fairly Satisfied
41%39%41%43%55%42%39%42%43%44%40%42%40%37%44%39%39%

375681579421393999016220256731155417288333598Very Satisfied
34%38%34%29%21%35%37%33%36%33%38%34%38%39%34%39%38%

ddd

Don't Know (DO NOT READ
1331-313-34143-24OUT)
1%*%1%*%-%1%*%1%-%*%*%*%*%1%-%*%*%

bbeg

8111573442358307820206356473116169211403362016651213NET: Satisfied
75%77%75%73%75%77%77%74%79%76%77%76%77%76%78%79%78%

10763321*225421213776477528163478NET: Dissatisfied
9%5%7%6%4%6%5%8%5%6%5%5%5%6%6%4%5%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

61315208-201020152016-5161420Very Dissatisfied
3%1%*%3%1%1%-%1%1%1%1%1%1%-%3%2%1%1%

babc

113710115830-554858485845*10354358Fairly Dissatisfied
5%3%5%6%4%4%-%4%4%4%4%4%3%1%8%4%4%4%

c

Neither Satisfied Nor
561842819262152-2652142622352622131833183209269Dissatisfied
28%16%15%11%17%19%-%17%18%17%18%17%15%41%24%18%17%17%

abccacc

764637283605336-6054786125366105441756404474615Fairly Satisfied
38%39%38%47%39%42%-%39%40%40%41%40%39%38%41%41%39%39%

b

494717758591274-586443586484582556933355462598Very Satisfied
25%40%41%33%38%34%-%38%37%38%37%38%40%21%24%36%38%38%

ccaab

Don't Know (DO NOT READ
-4--32-414344--114OUT)
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

1269341491411195610-1190922119810201193110026907599361213NET: Satisfied
63%80%79%80%78%76%-%78%77%78%77%78%80%58%65%76%78%78%

ccab

175010167738-765878647860*15515878NET: Dissatisfied
9%4%6%9%5%5%-%5%5%5%5%5%4%1%11%5%5%5%

babc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

4*71320-*20416163120Very Dissatisfied
2%*%1%5%26%-%*%1%1%2%1%4%1%1%

bac

82342358-*572335454958Fairly Dissatisfied
4%4%3%8%74%-%*%4%4%3%3%5%7%4%

babc

Neither Satisfied Nor
44917297--18251801892172130269Dissatisfied
22%17%14%33%-%-%12%18%14%19%16%25%23%17%

bbc

7820498117-615495672313845343246615Fairly Satisfied
39%39%39%40%-%51%34%40%40%39%40%38%34%39%

b

641956236-598775212343645212446598Very Satisfied
32%37%44%12%-%49%54%37%41%37%39%28%35%38%

abab

Don't Know (DO NOT READ
2113---4314--4OUT)
1%2%*%1%-%-%-%*%*%*%*%-%-%*%

b

142401060153-12131261087465748105555921213NET: Satisfied
71%76%83%53%-%100%87%77%81%76%79%66%69%78%

abaaab

122413778-17828506171078NET: Dissatisfied
6%4%3%13%100%-%*%5%5%5%5%8%8%5%

bab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

6149-420Very Dissatisfied
1%*%1%2%-%2%1%

c

17161312-1058Fairly Dissatisfied
4%4%3%3%-%5%4%

Neither Satisfied Nor
59577775-42269Dissatisfied
15%15%20%20%-%19%17%

171162142141683615Fairly Satisfied
43%41%36%37%82%38%39%

150154152142-79598Very Satisfied
37%39%39%37%-%36%38%

Don't Know (DO NOT READ
-121124OUT)
-%*%*%*%18%1%*%

32131629328361611213NET: Satisfied
80%81%75%74%82%73%78%

a

22181721-1478NET: Dissatisfied
6%4%4%5%-%7%5%

Columns Tested: a,b - a,b,c,d
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a recipient and sender?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

521453381143811162Very Dissatisfied
4%1%6%6%3%2%4%4%3%3%5%7%2%4%

lllll

136346112219339717135149Fairly Dissatisfied
10%4%6%8%11%16%8%12%8%8%11%9%5%10%

llaejklmll

Neither Satisfied Nor
264141110152149642610273717299Dissatisfied

20%20%16%12%14%16%22%23%21%11%17%24%20%19%

djjdjdjjdj

435222328434067793129644834508Fairly Satisfied
32%32%33%36%42%30%30%28%25%34%41%31%40%32%

eefee

445282629304678935437374228528Very Satisfied
33%41%38%36%29%35%34%33%44%42%24%28%33%34%

bcimcbcimbc

Don't Know (DO NOT READ
14112125--122-18OUT)

1%1%1%2%1%1%2%-%-%1%2%1%-%1%

8805049577286145172856710090631036NET: Satisfied
65%73%70%72%71%65%64%61%68%76%65%59%73%66%

bfmbbfbfmb

189481114252744131025256212NET: Dissatisfied
14%5%12%14%13%19%12%16%11%11%16%16%7%14%

llllalllll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

28344*13582619726662Very Dissatisfied
4%4%6%3%7%6%4%4%1%2%5%7%4%5%4%

737661231435214271821515149Fairly Dissatisfied
10%9%10%8%14%9%10%8%17%8%13%8%11%12%10%

eg

Neither Satisfied Nor
1301691022628913421542693018299Dissatisfied

17%21%16%26%13%14%19%20%26%15%18%39%22%15%19%

beee

243265213513487221281174463842508Fairly Satisfied
32%33%33%36%35%32%32%34%34%32%31%27%28%35%32%

274254212415507218181504544237528Very Satisfied
36%31%33%26%29%37%34%33%22%42%32%19%31%31%34%

aabfg

Don't Know (DO NOT READ
6111-*117813--4218OUT)
1%1%1%-%2%2%1%1%1%1%-%-%3%2%1%

d

51751942592899444046267891080801036NET: Satisfied
69%64%67%62%64%69%66%67%56%74%63%46%59%66%66%

bdfg

102110101362027914362632121212NET: Dissatisfied
13%14%16%12%21%15%13%12%18%10%18%15%15%18%14%

aege
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-*1119635939149533433362Very Dissatisfied
-%2%1%9%6%2%4%3%5%3%3%4%17%6%4%4%4%

abeabc

-39172126724079314011039873149Fairly Dissatisfied
-%15%16%14%13%10%8%13%10%6%13%9%17%12%11%10%10%

aaaaaaa

Neither Satisfied Nor
*4192926501695614993562433146145299Dissatisfied
6%17%32%24%16%20%18%19%20%18%19%19%21%20%8%19%19%

abcbbb

-920295310229011825413611839022332236508Fairly Satisfied
-%38%33%24%33%40%31%40%33%27%40%31%12%34%44%32%32%

dadabaadadd

3611354568352682352266846051924246528Very Satisfied
94%24%18%29%29%27%38%23%31%45%23%36%34%27%33%33%34%

bcdefcbcb

Don't Know (DO NOT READ
-1**449477414-*-1218OUT)
-%3%*%*%2%1%1%1%1%1%1%1%-%*%-%2%1%

d

314306498170642186489362186850743564821036NET: Satisfied
94%62%51%53%62%66%69%63%64%71%63%67%45%61%77%65%66%

dedebcacdd

-41028303210649118454916351311107212NET: Dissatisfied
-%17%17%23%19%13%11%17%15%9%17%13%34%18%15%14%14%

abaaaabc

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-9537556562*322262Very Dissatisfied
-%3%4%5%4%7%4%8%1%5%3%4%4%

-311181613481413*4266149Fairly Dissatisfied
-%11%9%12%9%10%10%16%2%8%3%11%10%

b

Neither Satisfied Nor
-552441728212287*71018109299Dissatisfied
-%19%19%13%20%14%19%2%24%21%32%19%19%

a

-10240652456354735182116199508Fairly Satisfied
-%36%32%41%32%41%32%23%61%44%28%34%32%

aab

-884413649323505113918181528Very Satisfied
-%31%34%28%34%27%34%51%11%18%33%31%34%

dd

Don't Know (DO NOT READ
-117-18-18-*21618OUT)
-%*%1%-%1%-%1%-%2%4%1%1%1%

-1898478894958979162129343791036NET: Satisfied
-%66%66%69%66%69%66%74%72%63%61%65%66%

-401722318914197516487212NET: Dissatisfied
-%14%13%18%13%17%13%24%2%13%6%15%14%

b
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

86121131145014132461416022122862Very Dissatisfied
7%4%5%4%14%3%5%5%3%4%4%4%4%5%5%3%4%

914643391359726416314596142433076149Fairly Dissatisfied
9%10%9%12%8%9%9%9%9%10%10%11%10%10%12%9%10%

Neither Satisfied Nor
18290826218020957921122891882829858137299Dissatisfied
16%19%18%19%6%20%20%21%20%18%19%21%19%22%23%16%19%

aa

4248416510851413569915821949130048714379280508Fairly Satisfied
39%32%36%33%53%36%33%36%35%35%33%33%33%32%31%33%32%

304981439621233457713919249927448713477312528Very Satisfied
28%33%31%30%18%31%32%28%31%31%33%30%33%30%30%37%34%

bc

Don't Know (DO NOT READ
11886-3113119171017411318OUT)
*%1%2%2%-%1%1%1%2%1%1%1%1%1%*%2%1%

cg

7298230820472657001762974119905749742761565921036NET: Satisfied
67%66%67%63%72%67%66%64%66%66%66%63%66%62%61%70%66%

bc

1720764532481474054872061372036642104212NET: Dissatisfied
16%14%14%16%22%12%14%14%12%14%14%15%14%15%16%12%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

19376136131-62476257625028375062Very Dissatisfied
10%3%3%7%4%4%-%4%4%4%4%4%4%4%6%4%4%4%

abab

3111171414573-14310414912814912481390127149Fairly Dissatisfied
16%10%4%8%9%9%-%9%9%10%10%10%9%19%10%9%11%10%

abac

Neither Satisfied Nor
422173930298150-2952422992602972511233211233299Dissatisfied
21%19%21%17%19%19%-%19%20%19%20%19%18%27%24%21%19%19%

653667276496287-4993975014424984421855339379508Fairly Satisfied
33%31%38%43%32%36%-%33%33%32%33%32%32%40%40%34%31%32%

ab

354296342520254-521396514424514495227306401528Very Satisfied
18%37%34%24%34%32%-%34%33%33%32%33%36%4%20%31%33%34%

ccccabb

Don't Know (DO NOT READ
6111*176-1581810181431111318OUT)
3%1%*%*%1%1%-%1%1%1%1%1%1%6%1%1%1%1%

abac

1007951361181016541-10207941015866101293819826457791036NET: Satisfied
50%68%72%67%66%68%-%66%66%66%66%66%68%44%60%65%65%66%

ccab

501481327207105-2051512111852111751021127178212NET: Dissatisfied
25%13%7%15%13%13%-%13%13%14%14%14%13%23%15%13%15%14%

aba
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

8*33302911-621646543562Very Dissatisfied
4%1%3%10%37%1%-%4%3%5%4%3%4%4%

bab

25496542360914048102128616149Fairly Dissatisfied
12%8%8%19%29%5%6%10%8%10%10%7%12%10%

ba

Neither Satisfied Nor
4492267311178242751201792472923299Dissatisfied
22%18%18%25%14%15%17%19%21%18%18%35%17%19%

bac

67224218710446334751673414262849508Fairly Satisfied
33%42%33%30%13%37%23%33%29%34%32%34%37%32%

bbb

5616485445506764522183104641840528Very Satisfied
28%32%38%15%6%42%53%32%38%31%35%21%30%34%

abaab

Don't Know (DO NOT READ
1-14311221561117**18OUT)
*%-%1%1%1%1%1%1%1%1%1%1%*%1%

122389061301595210992738565189046891036NET: Satisfied
61%73%71%45%19%78%76%65%67%66%67%55%67%66%

abab

335128835272920364148182820212NET: Dissatisfied
16%9%10%29%67%6%6%14%11%15%14%10%15%14%

babb
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

1491821-762Very Dissatisfied
4%2%5%6%-%3%4%

c

36363541-26149Fairly Dissatisfied
9%9%9%11%-%12%10%

Neither Satisfied Nor
68796686243299Dissatisfied
17%20%17%23%34%20%19%

bd

126135136111276508Fairly Satisfied
31%34%35%29%24%35%32%

149132131117367528Very Satisfied
37%34%34%31%42%30%34%

Don't Know (DO NOT READ
8243-118OUT)
2%1%1%1%-%*%1%

27526626622851431036NET: Satisfied
68%68%68%60%66%65%66%

aaa

51455363-33212NET: Dissatisfied
13%12%14%16%-%15%14%

c
Columns Tested: a,b - a,b,c,d
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

38*2252981335342Very Dissatisfied
3%1%2%2%5%1%4%3%1%3%2%3%3%3%

ll

931534810364*15106102Fairly Dissatisfied
7%1%7%4%4%6%4%13%3%*%10%6%7%7%

dldllldlldegijlmdldldl

Neither Satisfied Nor
189688191718351517352410210Dissatisfied

14%8%11%10%18%13%8%12%12%19%23%16%11%13%

lgjlgjlgjklml

4792626313946791004825555829562Fairly Satisfied
36%38%37%38%38%34%35%36%38%29%36%38%34%36%

53334293433591091015542445238631Very Satisfied
40%50%42%43%33%44%48%36%45%47%29%34%44%40%

bcfimcccbcicbcic

Don't Know (DO NOT READ
15112123**125-19OUT)

1%2%1%2%1%1%1%*%*%1%2%3%-%1%

f

10126155657310418720110367100110671193NET: Satisfied
75%88%79%81%71%78%83%72%83%76%64%72%78%76%

ccabcdfhijbcficbcfibcfi

km

131165101018435317159143NET: Dissatisfied
10%1%9%6%10%8%8%15%4%3%11%9%11%9%

delllllldejlmdlll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

21201**14020253-3442Very Dissatisfied
3%3%2%1%2%2%3%3%2%1%2%-%2%3%3%

43594**39838715214114102Fairly Dissatisfied
6%7%6%2%2%9%7%6%9%4%15%21%8%4%7%

caeg

Neither Satisfied Nor
9211891352018914342141619210Dissatisfied
12%15%14%16%19%13%13%14%17%10%15%19%12%16%13%

272290234515539234361224595449562Fairly Satisfied
36%36%36%43%31%37%36%35%44%34%32%39%40%40%36%

322308243615607270211794854945631Very Satisfied
43%38%39%38%39%38%40%41%26%50%34%21%36%37%40%

fabdfg

Don't Know (DO NOT READ
5131-11179241-2*19OUT)
1%2%2%-%6%2%1%1%3%1%1%-%1%*%1%

ab

59459947710301146504583019313103931193NET: Satisfied
79%74%75%81%71%75%76%76%70%84%66%60%76%77%76%

adbdfg

64795*1413858920254148143NET: Dissatisfied
8%10%8%3%4%11%9%9%11%6%18%21%11%7%9%

aege
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-*26912362696351531942Very Dissatisfied
-%2%3%5%6%1%2%2%3%2%2%3%4%7%4%2%3%

babba

-4671414561856281884410*57102Fairly Dissatisfied
-%18%10%6%9%6%6%6%7%5%6%7%23%15%1%8%7%

abdababb

Neither Satisfied Nor
-47222938111481035848162381797210Dissatisfied
-%16%11%18%18%15%12%16%14%12%16%13%20%11%23%13%13%

aaaac

*1026406110631312429414412443822626271562Fairly Satisfied
6%42%43%33%39%41%34%42%39%28%42%35%14%37%35%36%36%

aaaaddd

3420464393412942742639453762127296631Very Satisfied
94%19%33%38%27%36%44%32%36%52%32%42%37%30%37%40%40%

cfcfbcfbcb

Don't Know (DO NOT READ
-1*124124105414**-819OUT)
-%3%*%*%1%1%1%1%1%1%1%1%2%*%-%1%1%

3144586104199725218568407218975847535661193NET: Satisfied
100%61%76%71%66%78%78%74%74%80%74%77%51%67%72%76%76%

cfcfbcdd

-481223167924823724119415375143NET: Dissatisfied
-%20%13%10%15%6%9%8%11%7%8%9%27%21%5%10%9%

abbabaabab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-537339339**--2142Very Dissatisfied
-%2%3%2%3%3%3%2%1%-%-%4%3%

-307214881092**1339102Fairly Dissatisfied
-%10%6%11%6%12%6%1%*%2%5%7%7%

aaa

Neither Satisfied Nor
-3317713197111992151083210Dissatisfied
-%12%14%10%14%13%13%11%5%11%18%14%13%

-11544754508335299212223219562Fairly Satisfied
-%40%35%42%35%40%36%41%72%48%41%38%36%

abc

-9853241589266051061719212631Very Satisfied
-%35%42%33%41%30%41%46%20%35%34%36%40%

b

Don't Know (DO NOT READ
-414217217-*21919OUT)
-%1%1%1%1%2%1%-%2%4%1%2%1%

-213980951098591134192739424311193NET: Satisfied
-%75%77%75%76%70%77%86%92%83%75%74%76%

ab

-3410917126131311*1359143NET: Dissatisfied
-%12%9%14%9%15%9%3%1%2%5%10%9%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

7421814-731712184123412171442Very Dissatisfied
7%3%4%4%-%2%3%3%3%3%3%3%3%5%3%2%3%

baa

5942821*2175162836976295301655102Fairly Dissatisfied
5%6%6%7%4%5%7%6%6%6%6%7%6%7%6%6%7%

Neither Satisfied Nor
1120464562411393852772061252055037121210Dissatisfied
10%14%14%17%19%10%13%14%11%12%14%14%14%11%15%14%13%

a

42540174112617740611718225954334853117687292562Fairly Satisfied
39%36%38%34%55%45%38%42%40%42%36%38%36%40%34%35%36%

cacac

42599166114214640694171219597339586164109352631Very Satisfied
39%40%36%35%21%37%38%34%38%35%40%37%40%37%43%42%40%

d

Don't Know (DO NOT READ
117117-5104911181218411119OUT)
1%1%2%2%-%1%1%2%2%2%1%1%1%1%*%1%1%

b

8411393402268322812211353477114068711173401966451193NET: Satisfied
78%76%74%70%76%81%76%76%78%77%76%76%76%76%76%76%76%

c

121354736*2810623405413885136512369143NET: Dissatisfied
11%9%10%11%4%7%10%8%9%9%9%9%9%11%9%8%9%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

1228294120-422841324131*10292842Very Dissatisfied
6%2%1%5%3%2%-%3%2%3%2%3%2%1%7%3%2%3%

ababc

22691179956-997910293102835116082102Fairly Dissatisfied
11%6%6%4%6%7%-%6%7%7%7%7%6%11%8%6%7%7%

ab

Neither Satisfied Nor
35153192020697-2041632101782091721521137173210Dissatisfied
17%13%10%11%13%12%-%13%14%14%13%14%12%33%15%14%14%13%

aac

774057886550328-5544565604955555001054380431562Fairly Satisfied
39%35%42%49%36%41%-%36%38%36%37%36%36%24%39%38%36%36%

abb

495037753624293-6194586125096115781140378477631Very Satisfied
25%43%41%30%41%37%-%40%38%40%39%40%42%26%29%38%40%40%

cccab

Don't Know (DO NOT READ
41411176-16111913191531101319OUT)
2%1%*%*%1%1%-%1%1%1%1%1%1%6%1%1%1%1%

c

1269091561391174622-1174914117210041166107722947589081193NET: Satisfied
64%78%83%79%76%78%-%76%77%76%76%76%78%49%69%76%75%76%

ccabb

3496131614076-14110714312614311352189110143NET: Dissatisfied
17%8%7%9%9%9%-%9%9%9%10%9%8%12%15%9%9%9%

abc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

4*1625333-421130325542Very Dissatisfied
2%*%1%9%43%*%-%3%2%3%2%6%4%3%

bab

224544715202100307283712102Fairly Dissatisfied
11%8%4%16%19%2%1%7%5%7%6%8%9%7%

bab

Neither Satisfied Nor
19813377911110200691411801116210Dissatisfied
10%16%10%26%11%9%7%14%12%14%13%13%12%13%

bb

84204758710479455171913714753350562Fairly Satisfied
42%39%37%30%13%39%31%36%33%38%36%39%38%36%

ab

66195815010592875442673635482750631Very Satisfied
33%37%46%17%12%49%60%38%46%37%41%33%38%40%

abaa

Don't Know (DO NOT READ
4*15418118810171119OUT)
2%*%1%1%2%1%1%1%1%1%1%1%*%1%

15039105613720107113210614587351024601001193NET: Satisfied
75%75%83%47%25%88%91%75%80%74%77%72%76%76%

abaa

274717348232141411021151216143NET: Dissatisfied
13%8%6%25%62%2%1%10%7%10%9%14%12%9%

babb
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

139515-442Very Dissatisfied
3%2%1%4%-%2%3%

b

24213026-21102Fairly Dissatisfied
6%5%8%7%-%9%7%

Neither Satisfied Nor
40575755-20210Dissatisfied
10%15%15%14%-%9%13%

d

145149145122493562Fairly Satisfied
36%38%37%32%52%42%36%

172155145159378631Very Satisfied
43%40%37%42%48%36%40%

Don't Know (DO NOT READ
8164-419OUT)
2%*%1%1%-%2%1%

c

31730429028171711193NET: Satisfied
79%78%75%74%100%78%76%

36303641-25143NET: Dissatisfied
9%8%9%11%-%11%9%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

371*3-66163--3342Very Dissatisfied
3%2%1%3%-%5%3%6%2%-%-%2%4%3%

kdikcdiklk

661337571364511873Fairly Dissatisfied
5%2%4%3%6%4%3%5%5%5%3%7%10%5%

lljl

Neither Satisfied Nor
14186714831281111141213162Dissatisfied

10%12%9%8%14%6%14%10%9%13%9%8%15%10%

h

384211826294260653727555316449Fairly Satisfied
29%30%26%32%28%31%27%23%30%30%36%35%19%29%

aaaf

424252926324378874138304330504Very Satisfied
32%37%41%33%32%32%35%31%33%44%20%28%35%32%

ccbcmcccbcmc

Don't Know (DO NOT READ
29412141621294471267503115335OUT)

22%18%19%20%20%22%19%25%21%8%32%20%17%21%

ddddddddddabdgjkl

m

80946465261841391537965859747953NET: Satisfied
60%67%67%65%60%63%61%55%63%74%55%63%54%61%

ffacfim

10323571113298451512114NET: Dissatisfied
8%3%5%7%6%8%6%10%7%5%3%10%13%7%

lkllcdkl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

13291**14021262*7342Very Dissatisfied
2%4%2%2%3%2%3%3%2%2%1%1%5%3%3%

bde

44283**27029871065373Fairly Dissatisfied
6%4%4%4%2%5%5%4%10%2%7%26%4%3%5%

aabege

Neither Satisfied Nor
7191611415763112632*913162Dissatisfied

9%11%9%8%7%10%10%10%14%7%23%2%7%11%10%

abeg

2172321734104311703011131114238449Fairly Satisfied
29%29%28%41%29%24%29%26%36%31%22%49%31%32%29%

bedg

272232243516480219171254443944504Very Satisfied
36%29%38%35%36%39%32%33%20%35%32%18%29%36%32%

aaafff

Don't Know (DO NOT READ
1381971213832316014842113319335OUT)

18%24%20%10%24%20%22%24%17%23%15%5%24%15%21%

bddadd

4894644169259123884723675158182953NET: Satisfied
65%57%65%76%64%63%61%59%57%66%54%66%60%68%61%

aadgd

57574113110501013126127114NET: Dissatisfied
8%7%6%6%5%7%7%8%12%4%8%27%9%6%7%

eeee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-183103171126511311531642Very Dissatisfied
-%3%14%2%7%1%2%4%3%1%4%2%3%7%4%2%3%

abdfabdaaa

-*241184694518963-253373Fairly Dissatisfied
-%1%3%3%1%7%5%3%6%4%3%5%-%3%7%4%5%

ccc

Neither Satisfied Nor
-2510112910419875719144111283162Dissatisfied
-%10%8%8%7%11%11%6%11%11%6%11%5%16%3%11%10%

ccbbb

-1016345680249982341179835052321234449Fairly Satisfied
-%43%27%29%36%31%27%33%31%23%33%28%31%33%28%31%29%

adaaaa

3519424080306962082009640862021241504Very Satisfied
94%21%32%35%25%31%33%33%27%39%33%32%38%29%29%32%32%

cbc

Don't Know (DO NOT READ
*51028394520562163110622733920139335OUT)
6%23%16%23%25%18%22%21%21%22%21%22%22%12%28%19%21%

c

315367696161555194442316194758114342474953NET: Satisfied
94%64%60%63%61%63%60%66%58%62%66%60%69%62%57%64%61%

ba

-1107122163207123209417850114NET: Dissatisfied
-%4%17%5%8%8%7%7%9%5%7%7%3%9%12%7%7%

abcdfa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Table 58  (continuation)                                                                                                                                                                        Page 663

Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-933734537**3-1442Very Dissatisfied
-%3%3%6%2%6%2%2%1%6%-%2%3%

ab

-12618657663-222573Fairly Dissatisfied
-%4%5%6%5%8%4%13%-%4%4%4%5%

Neither Satisfied Nor
-2114181547155*31548162Dissatisfied
-%7%11%6%11%9%10%2%10%2%9%8%10%

-903594040928421812019176449Fairly Satisfied
-%32%28%31%28%34%28%37%3%42%34%30%29%

ddd

-824223347020484712916177504Very Satisfied
-%29%33%26%33%24%33%31%40%19%28%30%32%

c

Don't Know (DO NOT READ
-7226331304173193131314143335OUT)
-%25%21%24%21%20%22%15%46%28%25%25%21%

ab

-171781738794890515122835352953NET: Satisfied
-%60%61%58%61%57%61%67%43%61%61%61%61%

d

-21941599121023*5239114NET: Dissatisfied
-%7%7%12%7%14%7%16%1%10%4%7%7%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

442147-11321210184132411472142Very Dissatisfied
4%3%3%2%-%3%3%4%2%3%3%4%3%3%3%3%3%

4712312*19469182870496714194073Fairly Dissatisfied
4%5%5%4%5%5%4%3%4%4%5%5%5%3%7%5%5%

c

Neither Satisfied Nor
15154473022512121414615392151303694162Dissatisfied
14%10%10%9%20%6%11%7%9%7%10%10%10%7%14%11%10%

dddcc

3442814710651123268514618443226842515169227449Fairly Satisfied
31%29%32%33%51%28%31%31%32%30%29%30%29%34%27%27%29%

ab

484801318121353349713919847927846915665279504Very Satisfied
44%32%28%25%16%34%31%35%31%32%32%31%32%35%25%33%32%

abcbb

Don't Know (DO NOT READ
33231008919420753981453261893228061186335OUT)
3%22%22%27%8%24%19%19%22%23%22%21%22%18%24%22%21%

ccg

819072781877247660182286383911546894307134506953NET: Satisfied
75%61%60%58%67%62%62%66%63%62%61%60%61%69%52%60%61%

ababb

81123719*307821294611182108272561114NET: Dissatisfied
8%7%8%6%5%8%7%8%6%7%7%9%7%6%10%7%7%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

926634118-413242374230210293142Very Dissatisfied
5%2%3%2%3%2%-%3%3%3%3%3%2%5%7%3%3%3%

bc

1451787334-735370587055514556173Fairly Dissatisfied
7%4%4%5%5%4%-%5%4%5%4%5%4%11%10%6%5%5%

cc

Neither Satisfied Nor
26119171716078-15711815613315615037109117162Dissatisfied
13%10%9%9%10%10%-%10%10%10%10%10%11%6%5%11%10%10%

a

603394870439262-4413454453964413861246287347449Fairly Satisfied
30%29%26%40%29%33%-%29%29%29%30%29%28%27%34%29%29%29%

abb

414075654498233-4953825014125004541338315401504Very Satisfied
21%35%30%31%32%29%-%32%32%32%31%33%33%30%28%32%33%32%

cc

Don't Know (DO NOT READ
482315322326176-328265329286329302922198247335OUT)
24%20%28%13%21%22%-%21%22%21%22%21%22%21%16%20%21%21%

bcc

101746105125938495-9367279468089408402584603748953NET: Satisfied
51%64%56%71%61%62%-%61%61%61%61%61%61%57%61%61%62%61%

acab

2477141211452-1148511295112857248492114NET: Dissatisfied
12%7%7%7%7%7%-%7%7%7%7%7%6%16%17%8%8%7%

bcc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

4518241012239735325442Very Dissatisfied
2%9%1%8%13%1%2%3%1%3%2%6%3%3%

bbabc

9*5121644*723042598473Fairly Dissatisfied
4%1%4%7%8%4%*%5%5%4%4%10%3%5%

babac

Neither Satisfied Nor
114125371890101526010214787162Dissatisfied

5%8%10%13%23%7%7%11%10%10%11%10%5%10%

a

73123697923363414071532963741457449Fairly Satisfied
37%23%29%27%30%30%29%29%27%30%28%17%43%29%

bbc

58174406410452654392102944402336504Very Satisfied
29%33%35%22%13%37%45%31%36%30%33%28%27%32%

abaa

Don't Know (DO NOT READ
45132716410252253101162192842524335OUT)
22%25%21%22%12%21%18%22%20%22%21%29%18%21%

a

13130809143348151068463625908133893953NET: Satisfied
66%57%64%49%43%67%74%60%63%60%61%45%70%61%

ababbc

135694516563111377792139114NET: Dissatisfied
6%10%5%16%21%5%2%8%6%8%7%16%7%7%

babac

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

12155102442Very Dissatisfied
3%4%1%3%34%2%3%

b

22152015-873Fairly Dissatisfied
6%4%5%4%-%3%5%

Neither Satisfied Nor
42533730213162Dissatisfied
11%14%9%8%23%6%10%

a

111117110111273449Fairly Satisfied
28%30%28%29%24%33%29%

134120133117-72504Very Satisfied
33%31%34%31%-%33%32%

Don't Know (DO NOT READ
80728598149335OUT)
20%18%22%26%18%22%21%

cd

2452372422282146953NET: Satisfied
61%60%62%60%24%66%61%

34302525212114NET: Dissatisfied
9%8%6%6%34%5%7%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Time of collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

12--1--362--2-13Very Dissatisfied
1%-%-%2%-%-%1%2%1%-%-%1%-%1%

kl

151*314-511-1219Fairly Dissatisfied
1%1%1%3%1%3%-%2%1%1%-%1%2%1%

m

Neither Satisfied Nor
1034441152122771866114Dissatisfied

8%5%5%5%10%4%9%8%6%7%12%4%7%7%

bhj

363222020324251533130504826425Fairly Satisfied
27%32%29%25%32%32%23%19%25%34%32%31%30%27%

ffffffff

53328313640511021085343366734627Very Satisfied
40%40%45%45%39%38%45%39%43%49%23%43%39%40%

cccccccccccc

Don't Know (DO NOT READ
32014141719314887307503019365OUT)

24%21%20%21%18%23%21%31%24%8%33%19%22%23%

dddddddbdijkldbdijkdd

8965052557294154161847386114591053NET: Satisfied
67%73%74%69%70%70%68%57%68%83%56%74%69%67%

fcfcfmcffcfacefghijmcf

271*41431131-3233NET: Dissatisfied
2%1%1%5%1%3%1%4%2%1%-%2%2%2%

klmk
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

1131*1*1311-12-**13Very Dissatisfied
*%2%1%2%4%*%1%2%-%*%1%-%*%*%1%

babe

9101--1195-52-4319Fairly Dissatisfied
1%1%1%-%-%1%1%1%-%1%1%-%3%2%1%

g

Neither Satisfied Nor
545941*31103191723*1315114Dissatisfied

7%7%6%9%3%7%7%5%12%5%16%2%9%12%7%

egegegeg

211214172411408179249928104231425Fairly Satisfied
28%26%27%30%27%27%27%27%30%27%20%45%31%26%27%

d

334293274617601261351516364052627Very Satisfied
44%36%42%42%40%43%40%39%42%42%45%28%29%43%40%

abbbb

Don't Know (DO NOT READ
1452201414935217414882463720365OUT)

19%27%22%17%25%22%23%26%17%24%17%25%27%16%23%

badad

5455074461028100944059249901682831053NET: Satisfied
72%63%70%71%67%70%67%67%72%69%64%73%60%69%67%

ab

10232*113115-63-4333NET: Dissatisfied
1%3%2%2%4%2%2%2%-%2%2%-%3%3%2%

b
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Table 59  (continuation)                                                                                                                                                                        Page 670

Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-*3*5-5311-31112-413Very Dissatisfied
-%2%5%*%3%-%1%1%1%-%1%1%4%2%-%1%1%

babdabdaaa

-*132499829102-*819Fairly Dissatisfied
-%2%1%2%2%2%1%3%1%*%3%1%11%-%*%1%1%

abaabc

Neither Satisfied Nor
-2381117731662351698*8363114Dissatisfied
-%8%5%6%7%6%8%5%8%7%5%8%3%11%5%8%7%

-615295091232772251237734922312201425Fairly Satisfied
-%24%25%24%32%36%25%26%30%24%26%27%10%33%16%27%27%

adbdbd

362051519539111227923611251562127331627Very Satisfied
94%26%33%42%32%37%42%38%37%47%38%41%39%31%37%44%40%

fcfbcc

Don't Know (DO NOT READ
*918303949217781781097828751631138365OUT)
6%38%30%25%25%19%23%26%23%22%26%23%33%23%42%19%23%

abcbaac

3123580101187623189504360189864844395331053NET: Satisfied
94%51%59%66%64%73%67%64%66%71%64%68%49%64%53%71%67%

fceffcbd

-143741412192122122*1233NET: Dissatisfied
-%4%6%2%4%2%2%4%2%*%4%2%14%2%*%2%2%

abaaaaabc

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-212*13-13***-513Very Dissatisfied
-%1%1%*%1%-%1%2%1%1%-%1%1%

-10109107121-21919Fairly Dissatisfied
-%3%1%7%1%8%1%6%-%5%1%2%1%

aaa

Neither Satisfied Nor
-2886101035108*13242114Dissatisfied
-%10%7%8%7%6%7%1%4%6%3%7%7%

-763493838729396551215175425Fairly Satisfied
-%27%27%30%27%35%27%22%18%26%26%30%27%

-9952936592206081391123206627Very Satisfied
-%35%41%28%41%24%41%62%31%23%41%35%40%

bbbc

Don't Know (DO NOT READ
-7029533332233432131816145365OUT)
-%25%23%26%23%27%23%7%46%38%28%25%23%

aa

-17587874979491004181423383811053NET: Satisfied
-%61%69%58%68%58%68%84%49%50%67%65%67%

bbcc

-12219237262*311433NET: Dissatisfied
-%4%2%7%2%8%2%8%1%6%1%2%2%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

31355-191361391363513Very Dissatisfied
3%1%1%2%-%*%1%*%1%1%1%1%1%1%1%1%1%

b

11642-12165613171516191019Fairly Dissatisfied
1%1%1%1%-%3%2%2%1%2%1%2%1%*%3%1%1%

cac

Neither Satisfied Nor
1010747212258516323611064110302855114Dissatisfied

9%7%10%6%19%6%8%6%7%6%7%7%7%7%11%6%7%

ba

30405140107*1053167814016941025440912366235425Fairly Satisfied
28%27%30%33%3%27%30%28%31%27%27%28%28%28%26%28%27%

55597166101515440911716024059435057819883340627Very Satisfied
51%40%36%31%53%39%38%42%35%39%40%39%39%45%32%40%40%

abcebb

Don't Know (DO NOT READ
83589988399231591121553572173508668203365OUT)
8%24%22%27%25%25%22%21%25%25%24%24%24%19%26%24%23%

ccc

851002306208625972619530040810046049863211495751053NET: Satisfied
79%67%66%64%56%65%68%70%66%66%67%67%67%72%58%68%67%

abbb

43097-1325710193024296121433NET: Dissatisfied
4%2%2%2%-%3%2%2%2%3%2%3%2%1%5%2%2%

ac

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

3551137-1310139139-511813Very Dissatisfied
2%*%3%*%1%1%-%1%1%1%1%1%1%-%4%1%1%1%

bbc

51411198-19171916191432121119Fairly Dissatisfied
2%1%*%1%1%1%-%1%1%1%1%1%1%8%1%1%1%1%

ac

Neither Satisfied Nor
2776101011169-1108411199111101657982114Dissatisfied
14%6%5%6%7%9%-%7%7%7%8%7%7%13%4%8%7%7%

aba

433453671418228-421322424370423375940278330425Fairly Satisfied
22%29%19%41%27%29%-%27%27%27%28%28%27%21%29%28%27%27%

acab

634877858623298-6134656175056125641448382487627Very Satisfied
31%42%42%33%41%37%-%40%39%40%38%40%41%33%35%38%41%40%

ccc

Don't Know (DO NOT READ
582475835353189-3582963583223583161137233285365OUT)
29%21%31%20%23%24%-%23%25%23%24%23%23%25%27%23%24%23%

bb

1068311141291040527-10347881041875103593824886608171053NET: Satisfied
53%71%61%74%68%66%-%67%66%67%66%67%68%54%64%66%68%67%

aca

819613315-33273325332237231933NET: Dissatisfied
4%2%3%1%2%2%-%2%2%2%2%2%2%8%5%2%2%2%

bcc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

2-2128--13212112-13Very Dissatisfied
1%-%*%4%10%-%-%1%*%1%1%3%-%1%

ba

7381237-1971285619Fairly Dissatisfied
3%5%1%4%3%1%-%1%1%1%1%6%5%1%

bacc

Neither Satisfied Nor
1698231185181064370101310114Dissatisfied

8%17%6%11%23%4%5%7%8%7%8%3%7%7%

ba

61123527317346363891562693612436425Fairly Satisfied
31%22%28%25%22%28%25%27%27%27%27%29%27%27%

68185299914546815472463815402954627Very Satisfied
34%35%41%34%18%45%56%39%43%39%40%35%41%40%

aba

Don't Know (DO NOT READ
47113026318264203461222433162127365OUT)
23%21%24%22%23%22%14%24%21%25%24%25%20%23%

b

129308811723289211793540265190153901053NET: Satisfied
65%57%69%59%41%74%81%66%70%66%67%63%68%67%

aba

83923107-33924197633NET: Dissatisfied
4%5%1%8%13%1%-%2%2%2%1%8%5%2%

bacc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

4621-213Very Dissatisfied
1%2%1%*%-%1%1%

a

84612619Fairly Dissatisfied
2%1%1%*%34%3%1%

a

Neither Satisfied Nor
29362425-21114Dissatisfied

7%9%6%7%-%10%7%

11711590103360425Fairly Satisfied
29%29%23%27%41%28%27%

162131180155*82627Very Satisfied
40%33%46%41%6%38%40%

ccc

Don't Know (DO NOT READ
82998896147365OUT)
20%25%23%25%18%22%23%

27924627025831431053NET: Satisfied
69%63%69%68%48%65%67%

cc

1211822833NET: Dissatisfied
3%3%2%*%34%4%2%

aaa
Columns Tested: a,b - a,b,c,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?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

471*2335163139550Very Dissatisfied
3%1%1%3%3%2%2%6%2%1%2%6%6%3%

kklklkl

714345715157539583Fairly Dissatisfied
5%6%5%5%5%5%7%6%6%6%2%6%6%5%

Neither Satisfied Nor
1891098201528382314211514216Dissatisfied

14%14%13%10%20%11%13%13%18%17%13%10%16%14%

bjj

367202124293862683322534220433Fairly Satisfied
27%29%30%30%28%29%27%24%27%25%34%27%24%28%

433252627323872954036335433511Very Satisfied
32%36%37%34%32%28%32%34%32%41%21%35%39%33%

cccccc

Don't Know (DO NOT READ
239910141332434718943259271OUT)

18%13%14%17%13%24%19%17%15%10%28%16%10%17%

adiklabdeikl

m

80045475261761331637358869653944NET: Satisfied
59%66%68%65%60%57%59%58%59%66%55%62%62%60%

m

11854689203110761710134NET: Dissatisfied
9%8%6%8%8%7%9%11%8%7%4%11%11%9%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

23272*114826842-8-50Very Dissatisfied
3%3%3%2%5%3%3%4%10%1%1%-%6%-%3%

aeadegae

43413*128029618647983Fairly Dissatisfied
6%5%5%1%6%5%5%4%8%5%4%19%5%8%5%

Neither Satisfied Nor
1041127214209888462251919216Dissatisfied

14%14%11%18%8%10%14%13%9%13%15%23%14%16%14%

2202131834124141582911247104125433Fairly Satisfied
29%26%29%35%26%29%28%24%36%31%33%44%30%21%28%

agagag

257254223514489218181274634245511Very Satisfied
34%31%35%32%34%36%33%33%22%35%33%12%31%37%33%

fff

Don't Know (DO NOT READ
1081631113726014013531711923271OUT)

14%20%17%12%21%17%17%21%16%15%12%2%14%19%17%

bbde

4774674069269033764723993128370944NET: Satisfied
63%58%64%67%60%65%60%57%57%66%66%56%61%58%60%

agg

66685*1312955142284159134NET: Dissatisfied
9%8%8%3%10%8%9%8%17%6%6%19%11%8%9%

adege
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-*8489211528815361452650Very Dissatisfied
-%1%14%3%5%3%2%5%4%2%5%3%3%6%7%4%3%

abcdfaaaa

-124718491543251568*614083Fairly Dissatisfied
-%3%3%3%5%7%5%5%6%5%5%5%3%8%2%5%5%

Neither Satisfied Nor
-3102218271334799704716921310109216Dissatisfied
-%15%17%18%11%11%14%16%13%14%16%13%15%18%13%15%14%

b

-814265378250752361217535731820228433Fairly Satisfied
-%35%24%22%33%30%27%26%31%24%26%28%18%26%27%31%28%

dda

3519383591313982151989841361920238511Very Satisfied
94%22%31%32%22%36%34%33%28%39%33%33%38%27%28%32%33%

ccfcb

Don't Know (DO NOT READ
*6726373415945141854522641017104271OUT)
6%24%11%22%24%13%17%15%19%17%15%18%23%15%23%14%17%

bbabea

31333658716956417345132017377193740466944NET: Satisfied
94%57%55%54%55%66%61%59%59%63%59%61%56%52%55%62%60%

cd

-110815267130723230104110667134NET: Dissatisfied
-%4%17%6%10%10%8%10%9%6%10%8%6%15%9%9%9%

adfa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-12381041842**421550Very Dissatisfied
-%4%3%7%3%10%3%2%1%10%4%3%3%

aaa

-1865137097443*22783Fairly Dissatisfied
-%6%5%10%5%11%5%19%9%*%4%5%5%

aa

Neither Satisfied Nor
-4317214202102051251180216Dissatisfied
-%15%13%11%14%12%14%4%6%12%19%14%14%

-763573639625407811121177433Fairly Satisfied
-%27%28%29%28%30%28%36%3%23%37%30%28%

ddd

-9341837474224898121414170511Very Satisfied
-%33%33%29%33%26%33%38%42%29%24%29%33%

Don't Know (DO NOT READ
-43229182549262*12127113271OUT)
-%15%18%14%18%11%18%1%40%26%12%19%17%

abb

-168775738704789716132434347944NET: Satisfied
-%59%61%58%61%56%61%73%44%52%61%60%60%

-311032211117117535542134NET: Dissatisfied
-%11%8%18%8%20%8%22%10%10%8%7%9%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

2501910-123512111850394915102650Very Dissatisfied
1%3%4%3%-%3%3%4%3%3%3%4%3%3%4%3%3%

977278*276715233075497522204183Fairly Dissatisfied
9%5%6%3%5%7%6%5%5%5%5%5%5%5%8%5%5%

c

Neither Satisfied Nor
2220574533431493971812071382065242117216Dissatisfied
20%14%16%16%26%11%14%14%16%13%14%15%14%12%16%14%14%

ba

354141359561163088712318641726240712666240433Fairly Satisfied
32%28%29%29%59%29%29%31%27%30%28%29%28%28%26%28%28%

374861347911383439314819748727147616766274511Very Satisfied
34%32%29%24%11%35%32%34%33%32%32%30%32%38%26%32%33%

cbb

Don't Know (DO NOT READ
42647379-6016630761072651492626153149271OUT)
4%18%16%24%-%15%16%11%17%17%18%16%18%14%21%18%17%

ccafffffc

729002691747254650180271383904533884293132513944NET: Satisfied
66%60%58%54%70%64%61%65%60%62%60%59%60%66%52%61%60%

cbb

111274619*3910127354812588124373067134NET: Dissatisfied
10%8%10%6%5%10%9%10%8%8%8%10%8%8%12%8%9%

c
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 60  (continuation)                                                                                                                                                                        Page 681

Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

1035555025-503748404839*11344450Very Dissatisfied
5%3%3%3%3%3%-%3%3%3%3%3%3%*%8%3%4%3%

c

15609118346-826883688370411566883Fairly Dissatisfied
7%5%5%7%5%6%-%5%6%5%5%5%5%8%8%6%6%5%

Neither Satisfied Nor
361532628206124-211168212187212189518150162216Dissatisfied
18%13%14%16%13%16%-%14%14%14%14%14%14%10%13%15%13%14%

533374168428236-428335425381422383938263339433Fairly Satisfied
27%29%22%39%28%29%-%28%28%28%29%27%28%22%28%26%28%28%

aab

453986747507244-4993845074195054561736326390511Very Satisfied
23%34%36%27%33%30%-%32%32%33%32%33%33%38%26%33%32%33%

cc

Don't Know (DO NOT READ
401894016262126-264202267226267239923165200271OUT)
20%16%21%9%17%16%-%17%17%17%17%17%17%21%17%17%17%17%

cc

98736108115935479-9277199328009278402675589728944NET: Satisfied
49%63%58%66%61%60%-%60%60%60%61%60%61%60%54%59%61%60%

c

2595141613370-13210513110813110942190113134NET: Dissatisfied
13%8%7%9%9%9%-%9%9%9%8%9%8%9%16%9%9%9%

bc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

5525261022*501635396550Very Dissatisfied
3%10%2%9%13%2%*%4%3%3%3%7%4%3%

bbabc

115641975067731526571183Fairly Dissatisfied
6%10%5%7%10%4%4%5%5%5%5%9%8%5%

a

Neither Satisfied Nor
31416353191358207671481871117216Dissatisfied
15%7%13%18%24%11%6%15%12%15%14%14%13%14%

bab

59143557714368423911552783741939433Fairly Satisfied
29%27%28%27%18%30%29%28%27%28%28%22%30%28%

b

66174367517438654462073044342547511Very Satisfied
33%32%34%26%21%36%45%31%36%31%32%30%35%33%

abaa

Don't Know (DO NOT READ
2972324011201232491001722371514271OUT)
14%14%18%14%14%17%16%18%17%17%18%18%11%17%

a

12431792152318061078363625818074486944NET: Satisfied
62%59%62%52%39%66%74%59%63%59%60%53%65%60%

aba

161089451772612747871051316134NET: Dissatisfied
8%20%7%16%22%6%4%9%8%9%8%16%12%9%

bbac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

141016102650Very Dissatisfied
4%3%4%3%34%3%3%

2524132211383Fairly Dissatisfied
6%6%3%6%18%6%5%

Neither Satisfied Nor
58535351230216Dissatisfied
14%14%14%13%23%14%14%

10011493125165433Fairly Satisfied
25%29%24%33%18%30%28%

bd

14512514398*77511Very Satisfied
36%32%37%26%6%35%33%

aa

Don't Know (DO NOT READ
59667274-28271OUT)
15%17%18%19%-%13%17%

2452392362232142944NET: Satisfied
61%61%61%59%24%65%60%

39342932419134NET: Dissatisfied
10%9%7%8%52%9%9%

Columns Tested: a,b - a,b,c,d
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

47*321410932113352Very Dissatisfied
3%1%4%2%1%3%5%3%3%2%7%2%3%3%

llll

6833473511441212978Fairly Dissatisfied
5%4%5%5%7%3%2%4%4%5%8%8%11%5%

efghlm

Neither Satisfied Nor
185985191126341317302212207Dissatisfied

14%13%12%6%19%8%11%12%11%20%20%14%14%13%

jjjhjjhjhjjj

416231925354775803622525119483Fairly Satisfied
31%33%27%31%34%35%33%28%29%25%33%33%22%31%

a

57731344239651011325742455540683Very Satisfied
43%46%48%52%38%49%45%47%46%48%29%36%47%44%

ccbcbcimbcccccc

Don't Know (DO NOT READ
53233138149*510360OUT)

4%3%4%3%1%2%4%5%7%*%3%6%3%4%

ddild

99354526773112176211946496107591166NET: Satisfied
74%79%75%84%72%84%78%76%76%73%62%70%68%75%

cbccabcdikmabcimcc

11636688152086231512131NET: Dissatisfied
9%5%9%7%8%6%7%7%6%7%15%10%14%8%

ehjlhl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

21312**15027*163*3152Very Dissatisfied
3%4%3%4%2%4%3%4%*%4%2%2%2%1%3%

37413*127529622622978Fairly Dissatisfied
5%5%5%4%5%5%5%4%7%6%4%8%2%8%5%

bbb

Neither Satisfied Nor
8612281342009510411233114207Dissatisfied
11%15%12%9%18%11%13%14%12%11%9%13%22%11%13%

badeg

232250182412465198241103974148483Fairly Satisfied
31%31%28%28%26%29%31%30%30%31%28%31%31%40%31%

dg

3383452946196542913916164105444683Very Satisfied
45%43%46%48%43%47%44%44%47%45%45%47%40%37%44%

Don't Know (DO NOT READ
40203112572031017-5460OUT)

5%3%5%6%6%4%4%3%3%3%12%-%3%3%4%

aabefg

57159547610301119489642711031795921166NET: Satisfied
76%74%75%77%69%76%75%74%77%75%73%78%70%77%75%

587251141265663892511131NET: Dissatisfied
8%9%8%8%7%9%8%8%7%10%6%9%4%9%8%

bb
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-13376321226141240-171952Very Dissatisfied
-%4%5%3%4%2%3%4%3%3%4%3%-%2%10%3%3%

acd

*17711153618431718602233878Fairly Dissatisfied
6%6%12%6%7%6%4%6%6%3%6%5%14%3%4%5%5%

aac

Neither Satisfied Nor
-71317223111155105485515338691207Dissatisfied
-%31%22%14%14%12%12%18%14%9%18%12%17%11%9%12%13%

abcdababaa

-816365193273962431439638642323235483Fairly Satisfied
-%35%27%30%33%36%30%33%32%28%33%30%22%33%31%31%31%

a

351947649943910131626610158272828341683Very Satisfied
94%23%32%39%40%39%47%34%41%52%34%46%42%41%38%46%44%

fffbdefcbcb

Don't Know (DO NOT READ
-**103123412282012481762360OUT)
-%1%*%9%2%5%4%4%4%4%4%4%5%11%8%3%4%

acefaa

31336831151927121985604091989681051515761166NET: Satisfied
94%57%60%69%73%75%77%67%73%81%67%76%65%73%69%77%75%

efefdefcbcb

*2111018216930703130100231056131NET: Dissatisfied
6%10%18%8%11%8%7%10%9%6%10%8%14%5%14%8%8%

abdac
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-7453502501-2*2452Very Dissatisfied
-%2%4%2%3%3%3%3%-%4%*%4%3%

-20585743753*142878Fairly Dissatisfied
-%7%5%4%5%4%5%13%1%1%8%5%5%

Neither Satisfied Nor
-541532618219189376791207Dissatisfied
-%19%12%20%13%22%13%14%24%13%12%16%13%

aaa

-8839538444274559141628193483Fairly Satisfied
-%31%31%30%31%32%31%40%47%35%50%33%31%

a

-985854464024659751716223683Very Satisfied
-%35%46%34%45%29%45%31%19%37%29%38%44%

bbbd

Don't Know (DO NOT READ
-17431248951-35-2360OUT)
-%6%3%10%3%11%3%-%9%10%-%4%4%

aaabb

-186980821084511115151934454161166NET: Satisfied
-%65%77%64%75%61%75%70%66%72%80%71%75%

bbb

-27103712351264*2452131NET: Dissatisfied
-%10%8%6%9%6%8%16%1%5%8%9%8%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

3501816*1023720235127511673052Very Dissatisfied
3%3%4%5%4%2%2%3%4%4%3%3%3%4%3%3%3%

gg

7762816-205715303078507622154278Fairly Dissatisfied
7%5%6%5%-%5%5%6%7%5%5%5%5%5%6%5%5%

Neither Satisfied Nor
2619872491641455551971951301916239104207Dissatisfied
24%13%16%15%6%16%14%20%11%16%13%14%13%14%15%12%13%

ababcege

33469152120413234784138226471320464135101237483Fairly Satisfied
30%31%33%37%42%33%33%30%30%36%31%35%31%30%39%28%31%

acecac

38644167110515245810420221764834163720089390683Very Satisfied
35%43%36%34%48%38%43%38%45%35%43%38%43%45%35%46%44%

acbdbdbdbdbb

Don't Know (DO NOT READ
1582513-1837111326584056964560OUT)
1%4%5%4%-%4%3%4%3%4%4%4%4%2%2%5%4%

cc

7011143192309284805188340443111966211013351906271166NET: Satisfied
65%74%69%71%90%72%75%68%75%71%75%73%75%76%74%74%75%

acffff

101274632*308022505412977127382171131NET: Dissatisfied
9%8%10%10%4%8%7%8%11%9%9%8%9%9%8%8%8%

g
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

940335222-50365242524247373452Very Dissatisfied
5%3%2%2%3%3%-%3%3%3%3%3%3%10%5%4%3%3%

c

234510107848-776876687663311555878Fairly Dissatisfied
12%4%6%5%5%6%-%5%6%5%5%5%5%7%8%6%5%5%

ab

Neither Satisfied Nor
301403734200115-2031522041792041751117136164207Dissatisfied
15%12%20%19%13%14%-%13%13%13%14%13%13%26%12%14%14%13%

bbac

673545853475265-4763864784214744181254334367483Fairly Satisfied
33%30%31%30%31%33%-%31%32%31%32%31%30%26%40%34%31%31%

c

605497566674317-6715066725606716351036397535683Very Satisfied
30%47%40%37%44%40%-%44%42%44%42%44%46%23%26%40%44%44%

ccaabb

Don't Know (DO NOT READ
11454115834-574660515945412374560OUT)

5%4%2%6%4%4%-%4%4%4%4%4%3%9%9%4%4%4%

c

1269021331191149581-114789211519811146105222907309021166NET: Satisfied
63%77%71%68%75%73%-%75%75%75%74%75%76%49%66%73%75%75%

ccab

3285141313070-1271041281101281057179192131NET: Dissatisfied
16%7%7%7%8%9%-%8%9%8%8%8%8%16%13%9%8%8%

abc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

5*18351819448844406652Very Dissatisfied
2%*%1%12%23%2%3%3%1%4%3%8%5%3%

babc

153285111323751959683778Fairly Dissatisfied
8%6%2%18%14%3%2%5%3%6%5%3%6%5%

bab

Neither Satisfied Nor
341513770812718189831251631230207Dissatisfied
17%30%11%24%10%10%13%13%14%13%12%14%22%13%

bbc

6515402808385354481793044142937483Fairly Satisfied
33%29%32%28%10%32%24%32%31%31%31%35%28%31%

b

66186374624605836012684155993048683Very Satisfied
33%35%50%16%31%50%57%42%47%42%45%36%37%44%

aba

Don't Know (DO NOT READ
14-53710441591941524460OUT)

7%-%4%2%12%4%1%4%3%4%4%5%3%4%

ab

132331039127329911171049447719101459851166NET: Satisfied
66%64%82%44%41%82%81%74%78%73%76%71%64%75%

abaa

20345852951812327103108914131NET: Dissatisfied
10%6%4%30%37%4%5%9%5%10%8%11%10%8%

bab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

11211010-352Very Dissatisfied
3%5%3%3%-%1%3%

b

2120241311778Fairly Dissatisfied
5%5%6%4%18%8%5%

Neither Satisfied Nor
42545755240207Dissatisfied
10%14%15%14%23%18%13%

123115119126467483Fairly Satisfied
31%29%30%33%59%30%31%

188169168158-78683Very Satisfied
47%43%43%42%-%36%44%

Don't Know (DO NOT READ
17141218-1460OUT)

4%3%3%5%-%7%4%

31128428728541451166NET: Satisfied
77%72%74%75%59%66%75%

32413423120131NET: Dissatisfied
8%10%9%6%18%9%8%

a
Columns Tested: a,b - a,b,c,d
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

209101213112031541017243310244Very Dissatisfied
16%15%17%16%11%15%14%19%8%20%15%21%11%16%

eeeeeei

25214913182341522316342520288Fairly Dissatisfied
19%21%13%16%17%17%18%19%18%18%22%16%23%18%

k

Neither Satisfied Nor
446232529413874884717575031523Dissatisfied

33%34%35%36%40%29%33%32%38%20%37%33%37%33%

ddddddddddd

269161617223134601828292422317Fairly Satisfied
20%23%22%21%21%24%15%22%15%32%19%16%26%20%

begjme

1575781117422025810212177Very Satisfied
12%7%10%10%11%13%19%7%20%9%7%14%3%11%

aaaaaacfjklmacdfjklma

Don't Know (DO NOT READ
14-1--33511---15OUT)

1%-%1%-%-%2%1%2%1%1%-%-%-%1%

jl

426212325334976804336394525495NET: Satisfied
32%30%33%32%32%36%34%29%34%41%25%30%29%32%

cf

4612521262943721063333585730532NET: Dissatisfied
34%36%30%32%28%32%32%38%26%38%37%37%35%34%

e
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

10414081162361239461612514244Very Dissatisfied
14%17%13%14%9%14%16%19%11%13%11%4%19%12%16%

de

1331551214727610818643662527288Fairly Dissatisfied
18%19%20%14%25%19%18%16%21%18%26%27%18%22%18%

g

Neither Satisfied Nor
258265203413503207251314094648523Dissatisfied

34%33%32%37%30%32%33%31%31%37%28%43%34%40%33%

1611561223730512825752742622317Fairly Satisfied
21%19%20%25%19%19%20%19%31%21%19%17%19%18%20%

abg

96811012716789536202148177Very Satisfied
13%10%16%11%17%16%11%13%6%10%15%9%10%7%11%

aaaa

Don't Know (DO NOT READ
312*--*155-71--215OUT)
*%2%*%-%-%*%1%1%-%2%1%-%-%1%1%

b

257237223514472217301124764030495NET: Satisfied
34%29%35%36%37%35%31%33%37%31%34%26%29%25%32%

a

237295202513512231271105275041532NET: Dissatisfied
31%36%32%27%34%33%34%35%32%31%37%32%37%34%34%

b
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-61625233413665112676517941019118244Very Dissatisfied
-%27%26%21%14%13%15%22%15%13%22%14%26%14%27%16%16%

abcabcababaac

-21324315516253150845323531810135288Fairly Dissatisfied
-%8%22%20%19%22%17%18%20%17%18%18%21%26%14%18%18%

ffff

Neither Satisfied Nor
*6173959103294942791509442922420238523Dissatisfied
6%27%29%32%37%40%32%32%37%30%32%34%14%34%27%32%33%

aadd

379253242194651441086525211415164317Fairly Satisfied
88%32%15%21%20%16%21%22%19%21%22%20%8%20%21%22%20%

abed

*15713211281777831716055685177Very Satisfied
6%4%8%6%8%8%14%6%10%16%6%13%31%6%8%11%11%

bcdfcbcbabc

Don't Know (DO NOT READ
-*--*213**14*14--3615OUT)
-%2%-%-%*%1%1%*%*%3%*%1%-%-%4%1%1%

bcac

3814334563322822211918241261821249495NET: Satisfied
94%36%23%27%29%24%35%28%29%38%28%32%39%26%28%33%32%

bebc

-82949538929811826315111841472830253532NET: Dissatisfied
-%35%48%41%34%35%32%40%34%30%40%33%47%39%40%34%34%

abcaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-4020323221172272410988244Very Dissatisfied
-%14%16%18%15%21%15%10%16%22%16%15%16%

-62226312572326563610125288Fairly Dissatisfied
-%22%18%25%18%27%18%26%11%12%18%21%18%

a

Neither Satisfied Nor
-11041346477264976122013212523Dissatisfied
-%39%32%36%33%31%34%30%42%42%22%37%33%

abbb

-4427318300133043961997317Fairly Satisfied
-%16%21%14%21%15%21%16%31%13%34%17%20%

baac

-27150916851723*5557177Very Satisfied
-%9%12%7%12%6%12%14%1%10%9%10%11%

Don't Know (DO NOT READ
-*14-15-151---315OUT)
-%*%1%-%1%-%1%4%-%-%-%*%1%

-714232746818477691125154495NET: Satisfied
-%25%33%21%33%22%32%30%32%24%44%26%32%

bbbac

-1034295447840492881619213532NET: Dissatisfied
-%36%34%43%33%48%33%36%26%34%34%37%34%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

1223761471661504677912341322318535120244Very Dissatisfied
11%16%13%14%9%17%14%17%17%15%16%14%16%19%14%14%16%

a

24283937217720254831232811902805351182288Fairly Dissatisfied
22%19%20%22%6%19%19%20%18%20%19%21%19%12%20%21%18%

cc

Neither Satisfied Nor
334971541126143386108147223500315488141100278523Dissatisfied
31%33%33%35%55%36%36%39%33%36%33%35%33%32%39%33%33%

ac

2830310455277208469211830317830011246154317Fairly Satisfied
26%20%23%17%20%19%19%17%20%19%20%20%20%25%18%18%20%

ab

101624936134108195361168891624924103177Very Satisfied
9%11%11%11%6%8%10%7%12%10%11%10%11%11%10%12%11%

fff

Don't Know (DO NOT READ
*15*3**142*3154155-1015OUT)
*%1%*%1%4%*%1%1%*%*%1%*%1%1%-%1%1%

beee

384651549131103156514518047226746216170257495NET: Satisfied
36%31%33%28%26%28%30%24%32%29%31%29%31%36%27%30%32%

ffffab

36519154119214335210116021351532251113786302532NET: Dissatisfied
33%35%33%37%15%36%33%37%35%34%34%35%35%31%34%36%34%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

431772419235106-2361822401982401941138184171244Very Dissatisfied
22%15%13%11%15%13%-%15%15%16%15%16%14%24%27%18%14%16%

abca

472113037284157-2842342832582802391531194232288Fairly Dissatisfied
24%18%16%21%18%20%-%18%20%18%20%18%17%34%22%20%19%18%

c

Neither Satisfied Nor
653866878515287-518397520459518463749344395523Dissatisfied
33%33%36%44%34%36%-%34%33%34%35%34%34%16%36%35%33%33%

abbb

252504128316162-312239314259313298813185251317Fairly Satisfied
12%21%22%16%21%20%-%20%20%20%20%20%22%19%10%19%21%20%

cca

13140241417284-1701301731321721703476144177Very Satisfied
7%12%13%8%11%10%-%11%11%11%10%11%12%6%3%8%12%11%

ccab

Don't Know (DO NOT READ
59*-145-151214141412-2111115OUT)
3%1%*%-%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

b

383906542489246-4823694863914854681118261395495NET: Satisfied
19%33%35%24%32%31%-%31%31%32%30%32%34%25%13%26%33%32%

cccab

903875455519263-5204165224565204342668378403532NET: Dissatisfied
45%33%29%32%34%33%-%34%35%34%35%34%31%58%50%38%33%34%

abcca
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

317169753911620224811631991728244Very Dissatisfied
15%14%13%26%49%10%14%16%14%16%15%20%21%16%

ba

456206821619719269891992431525288Fairly Dissatisfied
22%12%16%28%21%16%13%19%15%20%18%18%19%18%

bb

Neither Satisfied Nor
7720460636432454781933304423346523Dissatisfied
39%39%36%22%8%36%31%34%33%33%33%39%35%33%

ab

27112684911288252931271912831419317Fairly Satisfied
14%21%21%17%14%24%17%21%22%19%21%16%15%20%

b

1971582061693314478100155514177Very Satisfied
10%14%12%7%8%14%23%10%13%10%12%6%11%11%

aaa

Don't Know (DO NOT READ
*-14*-133129614*-15OUT)
*%-%1%*%-%1%2%1%2%1%1%1%-%1%

47184266917456584372042904381933495NET: Satisfied
23%35%33%24%22%38%40%31%35%29%33%22%25%32%

abaab

761437515755313394931703624423253532NET: Dissatisfied
38%26%29%54%70%26%27%35%30%37%33%38%40%34%

bab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

53675668234244Very Dissatisfied
13%17%14%18%34%15%16%

67677777-47288Fairly Dissatisfied
17%17%20%20%-%21%18%

Neither Satisfied Nor
135123145119376523Dissatisfied

34%31%37%31%41%35%33%

100825679236317Fairly Satisfied
25%21%14%21%25%16%20%

bbb

42465634-26177Very Satisfied
10%12%14%9%-%12%11%

a

Don't Know (DO NOT READ
57-3-*15OUT)
1%2%-%1%-%*%1%

bb

142128111113262495NET: Satisfied
35%33%29%30%25%28%32%

b

121133133145281532NET: Dissatisfied
30%34%34%38%34%37%34%

d
Columns Tested: a,b - a,b,c,d
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas?)
Base: All respondents who use Royal Mail
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Areas
PriceAmountLatestCollectionTime ofDeliveryDelivery

of/collectionreliabilitycollectionconsistency /time
postageleveltimereliability(when you

of(e.g. arrivesreceive
lostas promisedyour mail
mailconsistently)delivery)

gfedcbaSignificance Level: 95%
1563156315631563156315631563Unweighted total
1564156415641564156415641564Weighted total

244525013424262Very Dissatisfied
16%3%3%1%3%3%4%

abcdefddddbcd

28878831973102149Fairly Dissatisfied
18%5%5%1%5%7%10%

abcdefdddcdbcdef

Neither Satisfied Nor
523207216114162210299Dissatisfied

33%13%14%7%10%13%19%

abcdefcdcddcdbcdef

317483433425449562508Fairly Satisfied
20%31%28%27%29%36%32%

deggggacdefgcdeg

177683511627504631528Very Satisfied
11%44%33%40%32%40%34%

acdeggaceggacegg

Don't Know (DO NOT READ
15602713653351918OUT)

1%4%17%23%21%1%1%

abgabfgabefgabefg

4951166944105395311931036NET: Satisfied
32%75%60%67%61%76%66%

acdeggceggacdegceg

53213113433114143212NET: Dissatisfied
34%8%9%2%7%9%14%

abcdefddddbcdef

Columns Tested: a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 63                                                                                                                                                                                        Page 701

QRM3. SUMMARY. How would you rate the performance of Royal Mail as a recipient and sender in the following areas?
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

10906056668311119522510373108123691272No Problems
81%87%80%83%81%84%87%80%83%83%70%80%80%81%

ccmccccc

Amount / level of lost
10556695181768181410122mail

8%7%8%7%9%4%8%6%5%9%12%9%11%8%

hh

Delivery consistency /
reliability (e.g.
arrives as promised

46111565114185*49consistently)
3%2%2%1%5%5%2%4%3%1%5%3%*%3%

jjjjj

Lost or late delivery of
36111532571101*39sent mail

3%1%2%2%5%2%1%2%6%2%6%1%*%2%

blabjlabjkl

Delivery time (when you
receive your mail

2613113-131*34-31delivery)
2%1%4%2%1%3%-%5%1%*%2%2%-%2%

gdglm

Wrong mail delivered /
our mail delivered

1411233--3**2319elsewhere
1%2%2%3%3%2%-%-%2%*%*%1%3%1%

fmf

13-1*-253-3-1-15Damaged mail / goods
1%-%1%1%-%1%2%1%-%3%-%1%-%1%

ll

8------5---218Time of collection
1%-%-%-%-%-%-%2%-%-%-%1%1%*%

Wrong postage /
shortfall on incoming

6-*1---3--*3*6mail - having to pay
*%-%*%1%-%-%-%1%-%-%*%2%*%*%

4--*-2-2*----5Collection reliability
*%-%-%1%-%1%-%1%*%-%-%-%-%*%

4--*---2----24Latest collection time
*%-%-%*%-%-%-%1%-%-%-%-%2%*%

m

Availability of a daily
4------2----14collection
*%-%-%-%-%-%-%1%-%-%-%-%1%*%

Accessibility of the
sorting office / opening

3-*----3*----4hours
*%-%1%-%-%-%-%1%*%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

Trustworthiness of the
3---12-------3provider
*%-%-%-%1%1%-%-%-%-%-%-%-%*%

Recorded letters not
1---1----*---1being signed for
*%-%-%-%1%-%-%-%-%*%-%-%-%*%

m

Account management (if
---*---------*applicable)
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

Problems with the Smart
*--------*---*Stamp online system
*%-%-%-%-%-%-%-%-%*%-%-%-%*%

2--*--2------3Don't know / na
*%-%-%1%-%-%1%-%-%-%-%-%-%*%

3512423-1412102241Other
3%2%2%4%2%2%-%5%1%2%6%1%2%3%

ggbegl

25491413202228552115473017290NET: Any problem
19%13%20%17%19%16%12%20%17%17%30%20%20%19%

ldeghjlm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

62165051710331221537653071161799991272No Problems
82%80%81%86%73%83%81%81%79%85%83%77%73%82%81%

cbb

Amount / level of lost
49734*1311761522251411122mail

7%9%7%4%10%7%8%9%7%6%2%21%10%9%8%

dddd

Delivery consistency /
reliability (e.g.
arrives as promised

30201-*148221107-2449consistently)
4%2%2%-%3%2%3%3%1%3%5%-%2%4%3%

Lost or late delivery of
15241**13818-65-5239sent mail

2%3%1%2%1%1%3%3%-%2%4%-%4%2%2%

Delivery time (when you
receive your mail

15152-1129144102-**31delivery)
2%2%3%-%6%3%2%2%5%3%1%-%*%*%2%

aab

Wrong mail delivered /
our mail delivered

1271-11177-41-4219elsewhere
2%1%2%-%5%1%1%1%-%1%1%-%3%2%1%

a

1051**-144-3*-4415Damaged mail / goods
1%1%1%2%3%-%1%1%-%1%*%-%3%3%1%

babegeg

35----823-2-1-8Time of collection
*%1%-%-%-%-%1%*%3%-%1%-%1%-%*%

ege

Wrong postage /
shortfall on incoming

241**152*-*-316mail - having to pay
*%1%1%2%1%1%*%*%*%-%*%-%2%1%*%

aaeg

231*-*43*-2--*5Collection reliability
*%*%1%4%-%*%*%*%*%-%1%-%-%*%*%

abee

23*--*432-----4Latest collection time
*%*%*%-%-%*%*%*%2%-%-%-%-%-%*%

e

Availability of a daily
12----42-----14collection
*%*%-%-%-%-%*%*%-%-%-%-%-%1%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

Accessibility of the
sorting office / opening

3**-*-3*-*3---4hours
*%*%*%-%1%-%*%*%-%*%2%-%-%-%*%

eg

Trustworthiness of the
-3----3--2----3provider
-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

Recorded letters not
*1*--*1*------1being signed for
*%*%*%-%-%*%*%*%-%-%-%-%-%-%*%

Account management (if
-*----*-----*-*applicable)
-%*%-%-%-%-%*%-%-%-%-%-%*%-%*%

Problems with the Smart
-**-*----*----*Stamp online system
-%*%*%-%1%-%-%-%-%*%-%-%-%-%*%

a

-3----32-*----3Don't know / na
-%*%-%-%-%-%*%*%-%*%-%-%-%-%*%

18232*11391076218441Other
2%3%3%2%4%3%3%2%8%2%1%3%6%4%3%

degdeg

1341561214727812118522453622290NET: Any problem
18%19%19%14%27%17%18%18%21%14%17%23%27%18%19%

abeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

313409811920777521461444321410581158596021272No Problems
94%59%66%82%76%81%84%73%81%87%73%83%69%84%80%81%81%

effefcefcbcbd

Amount / level of lost
*41491718603169223191*91052122mail
6%16%23%7%10%7%7%10%9%4%10%7%1%13%14%7%8%

ababcdaaaadad

Delivery consistency /
reliability (e.g.
arrives as promised

-*3276311122161138*-32749consistently)
-%*%6%1%5%2%3%4%3%3%4%3%3%-%4%4%3%

d

Lost or late delivery of
---4891862586333*11739sent mail
-%-%-%3%5%4%2%2%3%2%2%3%21%*%2%2%2%

aabc

Delivery time (when you
receive your mail

-*3356129201922**21831delivery)
-%2%5%3%3%2%1%3%3%*%3%2%3%1%3%2%2%

aaaa

Wrong mail delivered /
our mail delivered

--2*1412577514*3-919elsewhere
-%-%3%*%1%1%1%2%1%1%2%1%1%4%-%1%1%

---3*39474410-2-915Damaged mail / goods
-%-%-%2%*%1%1%2%1%1%2%1%-%3%-%1%1%

----44-35-35---68Time of collection
-%-%-%-%3%1%-%1%1%-%1%*%-%-%-%1%*%

adaa

Wrong postage /
shortfall on incoming

-*132-*6**6*-*-46mail - having to pay
-%2%1%2%2%-%*%2%*%*%2%*%-%*%-%1%*%

abaabababa

-1--2-214-14**-45Collection reliability
-%4%-%-%2%-%*%*%1%-%*%*%1%*%-%1%*%

abdab

--*-4--*4-*4---44Latest collection time
-%-%*%-%3%-%-%*%1%-%*%*%-%-%-%1%*%

abd

Availability of a daily
----2-1-4--4--124collection
-%-%-%-%2%-%*%-%*%-%-%*%-%-%2%*%*%

ab

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

Accessibility of the
sorting office / opening

---*-*3**3*3---34hours
-%-%-%*%-%*%*%*%*%1%*%*%-%-%-%*%*%

Trustworthiness of the
------3-3--3---13provider
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%*%*%

Recorded letters not
--*---1*1-*1---11being signed for
-%-%*%-%-%-%*%*%*%-%*%*%-%-%-%*%*%

Account management (if
-*-----*--*---*-*applicable)
-%2%-%-%-%-%-%*%-%-%*%-%-%-%1%-%*%

aba

Problems with the Smart
-*-----*--*-*---*Stamp online system
-%1%-%-%-%-%-%*%-%-%*%-%1%-%-%-%*%

aa

------3--3-3---33Don't know / na
-%-%-%-%-%-%*%-%-%1%-%*%-%-%-%*%*%

b

-3*336251417101427*1-2341Other
-%15%*%2%2%2%3%5%2%2%5%2%3%1%-%3%3%

abcdeaba

*92022384914981148608120951115141290NET: Any problem
6%41%34%18%24%19%16%27%19%12%27%16%31%16%20%19%19%

abcdabdaabaaac

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-2081063901182601212142133424421272No Problems
-%73%83%71%82%71%82%65%73%71%75%76%81%

bbb

Amount / level of lost
-338991137115253558122mail
-%12%7%7%8%8%8%11%16%7%9%10%8%

a

Delivery consistency /
reliability (e.g.
arrives as promised

-544445445**222749consistently)
-%2%3%3%3%5%3%1%*%4%4%5%3%

Lost or late delivery of
-7326332373--12239sent mail
-%2%2%4%2%2%3%12%-%-%1%4%2%

Delivery time (when you
receive your mail

-625327327****1631delivery)
-%2%2%3%2%4%2%1%*%1%1%3%2%

Wrong mail delivered /
our mail delivered

-514217*19---21019elsewhere
-%2%1%1%1%*%1%-%-%-%4%2%1%

-1147821212*-1015Damaged mail / goods
-%4%*%5%1%3%1%6%5%*%-%2%1%

aab

-351616-1--28Time of collection
-%1%*%1%*%1%*%-%4%-%-%*%*%

a

Wrong postage /
shortfall on incoming

-3333341-3116mail - having to pay
-%1%*%2%*%3%*%7%-%6%2%*%*%

aaaa

-*5-5-5----15Collection reliability
-%*%*%-%*%-%*%-%-%-%-%*%*%

--4-4-4----*4Latest collection time
-%-%*%-%*%-%*%-%-%-%-%*%*%

Availability of a daily
--4-4-4----14collection
-%-%*%-%*%-%*%-%-%-%-%*%*%

Accessibility of the
sorting office / opening

--4-4-4----14hours
-%-%*%-%*%-%*%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

Trustworthiness of the
--3-3-3-----3provider
-%-%*%-%*%-%*%-%-%-%-%-%*%

Recorded letters not
-*1-1-1----*1being signed for
-%*%*%-%*%-%*%-%-%-%-%*%*%

Account management (if
-*--*-*---*-*applicable)
-%*%-%-%*%-%*%-%-%-%1%-%*%

a

Problems with the Smart
-*--*-*---*-*Stamp online system
-%*%-%-%*%-%*%-%-%-%*%-%*%

--3-3-3----23Don't know / na
-%-%*%-%*%-%*%-%-%-%-%*%*%

-14266355361*531341Other
-%5%2%5%2%6%2%4%1%11%5%2%3%

aaa

-762133725224265781414137290NET: Any problem
-%27%17%29%18%29%18%35%27%29%25%24%19%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
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a          a

Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

7012163532447298876196363477121570811953572106891272No Problems
65%81%76%75%64%75%82%71%80%77%81%78%81%80%82%81%81%

accbdfffdffdf

Amount / level of lost
251215233*407735376112191119401566122mail
23%8%11%10%4%10%7%13%8%10%8%10%8%9%6%8%8%

abbacegg

Delivery consistency /
reliability (e.g.
arrives as promised

3491816-16327162249254913171949consistently)
2%3%4%5%-%4%3%2%4%4%3%3%3%3%7%2%3%

ac

Lost or late delivery of
2371812*1326121422392937852739sent mail
2%2%4%4%4%3%2%4%3%4%3%3%3%2%2%3%2%

Delivery time (when you
receive your mail

328812-52351113282428941731delivery)
3%2%2%4%-%1%2%2%2%2%2%3%2%2%2%2%2%

a

Wrong mail delivered /
our mail delivered

21659*29234171116311319elsewhere
2%1%1%3%2%1%1%1%1%1%1%1%1%1%*%2%1%

a

41544-91012114151412321015Damaged mail / goods
4%1%1%1%-%2%1%4%*%2%1%2%1%1%1%1%1%

ababcegacege

4842-151138685-38Time of collection
3%1%1%*%-%*%*%*%*%*%1%1%1%1%-%*%*%

ab

Wrong postage /
shortfall on incoming

*622*453156661516mail - having to pay
*%*%*%1%4%1%*%1%*%1%*%1%*%*%2%*%*%

ac

2541-*4***5553125Collection reliability
2%*%1%*%-%*%*%*%*%*%*%1%*%1%*%*%*%

b

343*--4-**4444--4Latest collection time
2%*%1%*%-%-%*%-%*%*%*%*%*%1%-%-%*%

ba

Availability of a daily
242--1411-42421-4collection

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

*%             -%             *%         1%      *%      *%      *%      -%       *%         *%     *%          *%       -%        -%       1%       *%            2%
b

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

Accessibility of the
sorting office / opening

-13--11*1*4*4-*34hours
-%*%1%-%-%*%*%*%*%*%*%*%*%-%*%*%*%

b

Trustworthiness of the
-31---3---313--33provider
-%*%*%-%-%-%*%-%-%-%*%*%*%-%-%*%*%

Recorded letters not
-11*--1-**111*-11being signed for
-%*%*%*%-%-%*%-%*%*%*%*%*%*%-%*%*%

Account management (if
-**--********-*-*applicable)
-%*%*%-%-%*%*%*%*%*%*%*%*%-%*%-%*%

Problems with the Smart
***--*********--*Stamp online system
*%*%*%-%-%*%*%*%*%*%*%*%*%*%-%-%*%

-3---232--3-3--33Don't know / na
-%*%-%-%-%1%*%1%-%-%*%-%*%-%-%*%*%

bde

639166314291113204026401861741Other
6%3%3%2%28%3%3%4%3%3%3%3%3%4%2%2%3%

ba

382771098149618778911422842012778747155290NET: Any problem
35%19%24%25%36%24%18%28%20%23%19%22%19%20%18%18%19%

abbabcegacgag

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

1389921371321248646-1252963125410701250114530957969881272No Problems
69%85%73%75%81%81%-%82%81%81%81%81%83%68%69%80%82%81%

accab

Amount / level of lost
2674223012173-11910612211012097*238592122mail
13%6%12%17%8%9%-%8%9%8%8%8%7%1%17%9%8%8%

bbabbc

Delivery consistency /
reliability (e.g.
arrives as promised

1129934915-49394943494154373249consistently)
6%2%5%1%3%2%-%3%3%3%3%3%3%12%3%4%3%3%

bac

Lost or late delivery of
1022713919-36263936393215283139sent mail

5%2%4%1%3%2%-%2%2%3%3%3%2%3%4%3%3%2%

b

Delivery time (when you
receive your mail

101921309-28233126312073152231delivery)
5%2%1%*%2%1%-%2%2%2%2%2%1%16%2%1%2%2%

abac

Wrong mail delivered /
our mail delivered

413231911-191419151919--101219elsewhere
2%1%1%2%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

69*81513-131315915518121315Damaged mail / goods
3%1%*%4%1%2%-%1%1%1%1%1%*%3%6%1%1%1%

ababcc

512-82-858886-2558Time of collection
2%*%1%-%1%*%-%1%*%1%1%1%*%-%1%1%*%*%

bb

Wrong postage /
shortfall on incoming

33**62-6666651*646mail - having to pay
1%*%*%*%*%*%-%*%1%*%*%*%*%3%*%1%*%*%

bc

32*-54-555555--325Collection reliability
1%*%*%-%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

b

32-*43-434444-*424Latest collection time
1%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

b

Availability of a daily
4---42-444444--4-4collection
2%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

ba
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

Accessibility of the
sorting office / opening

3**-43-444344--114hours
2%*%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

b

Trustworthiness of the
-3--33-333133--213provider
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Recorded letters not
-1*-11-111111--*11being signed for
-%*%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Account management (if
--*-*--*****--**-*applicable)
-%-%*%-%*%-%-%*%*%*%*%*%-%-%*%*%-%*%

c

Problems with the Smart
--****-*****--****Stamp online system
-%-%*%*%*%*%-%*%*%*%*%*%-%-%*%*%*%*%

2*--33-333333--*23Don't know / na
1%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

b

1281163927-412938283832-7313141Other
1%2%6%3%3%3%-%3%2%2%2%2%2%-%5%3%3%3%

bc

591805143286152-2802282862492842301442198213290NET: Any problem
29%15%27%25%19%19%-%18%19%19%19%18%17%32%31%20%18%19%

bbbcc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

147321272-4110591351137499773110661971272No Problems
73%62%100%-%53%87%93%80%87%78%83%72%73%81%

abaaab

Amount / level of lost
285-12215675117348798713122mail
14%10%-%42%19%5%3%8%6%9%7%8%10%8%

babb

Delivery consistency /
reliability (e.g.
arrives as promised

23-49929*491237386549consistently)
1%5%-%17%11%2%*%3%2%4%3%7%4%3%

bbac

Lost or late delivery of
34-396212371128294639sent mail
2%7%-%13%7%2%1%3%2%3%2%4%4%2%

bba

Delivery time (when you
receive your mail

5*-3177*30526262331delivery)
3%*%-%11%9%1%*%2%1%3%2%3%2%2%

bab

Wrong mail delivered /
our mail delivered

5--192931661318--19elsewhere
2%-%-%6%3%1%2%1%1%1%1%-%-%1%

ba

74-1548*14311102315Damaged mail / goods
3%8%-%5%5%1%*%1%1%1%1%2%2%1%

ba

3--824-8-853-8Time of collection
1%-%-%3%3%*%-%1%-%1%*%3%-%*%

babac

Wrong postage /
shortfall on incoming

*3-6*4-6333216mail - having to pay
*%5%-%2%*%*%-%*%*%*%*%3%1%*%

bbc

---532-5145**5Collection reliability
-%-%-%2%4%*%-%*%*%*%*%*%*%*%

ba

---422-4-44*-4Latest collection time
-%-%-%1%3%*%-%*%-%*%*%*%-%*%

ba

Availability of a daily
---44--4-44--4collection
-%-%-%1%5%-%-%*%-%*%*%-%-%*%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

Accessibility of the
sorting office / opening

---4-4-4-43*-4hours
-%-%-%1%-%*%-%*%-%*%*%*%-%*%

b

Trustworthiness of the
---3-1-32112-3provider
-%-%-%1%-%*%-%*%*%*%*%2%-%*%

bc

Recorded letters not
*--1-1-1-11--1being signed for
*%-%-%*%-%*%-%*%-%*%*%-%-%*%

b

Account management (if
-*-*-*-*-**--*applicable)
-%1%-%*%-%*%-%*%-%*%*%-%-%*%

Problems with the Smart
-*-*-*-*-*-*-*Stamp online system
-%*%-%*%-%*%-%*%-%*%-%*%-%*%

--3--*-3*23--3Don't know / na
-%-%*%-%-%*%-%*%*%*%*%-%-%*%

111-41611*401426313741Other
5%2%-%14%8%1%*%3%3%3%2%4%5%3%

ba

5320-2903715310280772132272336290NET: Any problem
27%38%-%100%47%13%7%20%13%22%17%28%27%19%

babbcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

34332130730241541272No Problems
85%82%79%79%60%70%81%

ab

Amount / level of lost
23343332-33122mail

6%9%8%8%-%15%8%

Delivery consistency /
reliability (e.g.
arrives as promised

171869-549consistently)
4%4%2%2%-%2%3%

bb

Lost or late delivery of
851313-539sent mail
2%1%3%3%-%2%2%

cc

Delivery time (when you
receive your mail

53193-531delivery)
1%1%5%1%-%2%2%

acd

Wrong mail delivered /
our mail delivered

3637-519elsewhere
1%1%1%2%-%2%1%

*275-1115Damaged mail / goods
*%1%2%1%-%5%1%

dd

2-41-38Time of collection
1%-%1%*%-%1%*%

c

Wrong postage /
shortfall on incoming

31*3216mail - having to pay
1%*%*%1%34%*%*%

3*2---5Collection reliability
1%*%*%-%-%-%*%

2-2*--4Latest collection time
1%-%*%*%-%-%*%

Availability of a daily
2--1--4collection
1%-%-%*%-%-%*%

Accessibility of the
sorting office / opening

-3*---4hours
-%1%*%-%-%-%*%

Trustworthiness of the
1-2---3provider
*%-%*%-%-%-%*%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

Recorded letters not
1----*1being signed for
*%-%-%-%-%*%*%

Account management (if
---**-*applicable)
-%-%-%*%6%-%*%

Problems with the Smart
*-----*Stamp online system
*%-%-%-%-%-%*%

---3--3Don't know / na
-%-%-%1%-%-%*%

691313-941Other
1%2%3%3%-%4%3%

59728376365290NET: Any problem
15%18%21%20%40%30%19%

dd
Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 64  (continuation)                                                                                                                                                                        Page 717

QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
186273836161814282318212919287Unweighted total
25691414202230552115473017292Weighted total

Amount / level of lost
10556695181768181410122mail

41%58%42%43%47%22%59%31%28%57%40%46%56%42%

Delivery consistency /
reliability (e.g.
arrives as promised

46111565114185*49consistently)
18%14%11%4%26%28%17%21%18%9%17%17%1%17%

j

Lost or late delivery of
36111532571101*39sent mail
14%9%9%9%27%15%8%9%32%10%21%4%1%13%

Delivery time (when you
receive your mail

2613113-131*34-31delivery)
10%9%20%9%6%16%-%24%6%1%6%13%-%10%

Wrong mail delivered /
our mail delivered

1411233--3**2319elsewhere
5%16%9%16%14%13%-%-%14%2%1%6%17%6%

m

13-1*-253-3-1-15Damaged mail / goods
5%-%7%3%-%7%17%5%-%18%-%5%-%5%

8------5---218Time of collection
3%-%-%-%-%-%-%9%-%-%-%5%7%3%

Wrong postage /
shortfall on incoming

6-*1---3--*3*6mail - having to pay
2%-%1%4%-%-%-%5%-%-%*%9%1%2%

4--*-2-2*----5Collection reliability
2%-%-%3%-%8%-%4%2%-%-%-%-%2%

4--*---2----24Latest collection time
2%-%-%1%-%-%-%4%-%-%-%-%9%1%

Availability of a daily
4------2----14collection
1%-%-%-%-%-%-%4%-%-%-%-%7%1%

Accessibility of the
sorting office / opening

3-*----3*----4hours
1%-%3%-%-%-%-%6%1%-%-%-%-%1%

Trustworthiness of the
3---12-------3provider
1%-%-%-%6%7%-%-%-%-%-%-%-%1%

Recorded letters not
1---1----*---1being signed for
1%-%-%-%6%-%-%-%-%1%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
186273836161814282318212919287Unweighted total
25691414202230552115473017292Weighted total

Account management (if
---*---------*applicable)
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

m

Problems with the Smart
*--------*---*Stamp online system
*%-%-%-%-%-%-%-%-%1%-%-%-%*%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--*--2------3Don't know / na
1%-%-%3%-%-%8%-%-%-%-%-%-%1%

3512423-1412102241Other
14%12%12%26%8%13%-%25%7%10%21%7%9%14%

25491413202228552115473017290NET: Any problem
99%100%100%97%100%100%92%100%100%100%100%100%100%99%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
134153747234421312316532553821287Unweighted total
1341591214728112418522453622292Weighted total

Amount / level of lost
49734*1311761522251411122mail
37%46%37%26%36%39%42%49%31%41%9%88%38%51%42%

Delivery consistency /
reliability (e.g.
arrives as promised

30201-*148221107-2449consistently)
22%12%11%-%10%13%17%18%3%19%28%-%7%20%17%

a

Lost or late delivery of
15241**13818-65-5239sent mail
11%15%8%16%5%8%14%15%-%11%22%-%13%9%13%

Delivery time (when you
receive your mail

15152-1129144102-**31delivery)
11%10%17%-%22%16%10%11%22%19%8%-%1%2%10%

b

Wrong mail delivered /
our mail delivered

1271-11177-41-4219elsewhere
9%4%11%-%17%9%6%6%-%9%6%-%10%9%6%

1051**-144-3*-4415Damaged mail / goods
7%3%5%16%12%-%5%3%-%5%2%-%11%17%5%

g

35----823-2-1-8Time of collection
2%3%-%-%-%-%3%2%14%-%6%-%3%-%3%

Wrong postage /
shortfall on incoming

241**152*-*-316mail - having to pay
2%3%8%16%5%8%2%2%1%-%1%-%7%6%2%

aa

231*-*43*-2--*5Collection reliability
1%2%4%29%-%3%2%2%1%-%6%-%-%1%2%

23*--*432-----4Latest collection time
1%2%1%-%-%2%1%2%9%-%-%-%-%-%1%

Availability of a daily
12----42-----14collection
1%2%-%-%-%-%1%2%-%-%-%-%-%6%1%

Accessibility of the
sorting office / opening

3**-*-3*-*3---4hours
2%*%1%-%4%-%1%*%-%*%13%-%-%-%1%

Trustworthiness of the
-3----3--2----3provider
-%2%-%-%-%-%1%-%-%3%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
134153747234421312316532553821287Unweighted total
1341591214728112418522453622292Weighted total

Recorded letters not
*1*--*1*------1being signed for
*%1%1%-%-%3%*%*%-%-%-%-%-%-%*%

Account management (if
-*----*-----*-*applicable)
-%*%-%-%-%-%*%-%-%-%-%-%1%-%*%

Problems with the Smart
-**-*----*----*Stamp online system
-%*%1%-%4%-%-%-%-%*%-%-%-%-%*%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3----32-*----3Don't know / na
-%2%-%-%-%-%1%2%-%1%-%-%-%-%1%

18232*11391076218441Other
13%15%16%14%14%17%14%8%37%12%7%12%21%20%14%

g

1341561214727812118522453622290NET: Any problem
100%98%100%100%100%100%99%98%100%99%100%100%100%100%99%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
12019324247123971355597190122519116287Unweighted total
*92022384915281148638121251115144292Weighted total

Amount / level of lost
*41491718603169223191*91052122mail

100%39%69%40%43%36%40%38%47%34%38%43%4%80%69%36%42%

Delivery consistency /
reliability (e.g.
arrives as promised

-*3276311122161138*-32749consistently)
-%1%17%7%19%11%20%14%15%25%14%18%9%-%19%19%17%

Lost or late delivery of
---4891862586333*11739sent mail
-%-%-%16%21%19%12%8%17%12%8%15%66%1%10%12%13%

c

Delivery time (when you
receive your mail

-*3356129201922**21831delivery)
-%5%16%15%14%12%8%11%14%2%11%10%9%4%13%12%10%

a

Wrong mail delivered /
our mail delivered

--2*1412577514*3-919elsewhere
-%-%9%2%3%7%8%6%5%11%6%7%4%24%-%6%6%

---3*39474410-2-915Damaged mail / goods
-%-%-%13%*%5%6%6%4%6%6%5%-%21%-%6%5%

c

----44-35-35---68Time of collection
-%-%-%-%10%8%-%3%3%-%3%2%-%-%-%4%3%

aa

Wrong postage /
shortfall on incoming

-*132-*6**6*-*-46mail - having to pay
-%4%3%12%7%-%*%7%*%*%7%*%-%2%-%3%2%

abaaba

-1--2-214-14**-45Collection reliability
-%10%-%-%6%-%1%1%3%-%1%2%4%2%-%3%2%

--*-4--*4-*4---44Latest collection time
-%-%1%-%10%-%-%*%3%-%*%2%-%-%-%3%1%

ab

Availability of a daily
----2-1-4--4--124collection
-%-%-%-%6%-%1%-%2%-%-%2%-%-%9%2%1%

a

Accessibility of the
sorting office / opening

---*-*3**3*3---34hours
-%-%-%1%-%1%2%*%*%5%*%2%-%-%-%2%1%

bc

Trustworthiness of the
------3-3--3---13provider
-%-%-%-%-%-%2%-%2%-%-%1%-%-%-%1%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
12019324247123971355597190122519116287Unweighted total
*92022384915281148638121251115144292Weighted total

Recorded letters not
--*---1*1-*1---11being signed for
-%-%1%-%-%-%1%*%1%-%*%1%-%-%-%1%*%

Account management (if
-*-----*--*---*-*applicable)
-%5%-%-%-%-%-%1%-%-%1%-%-%-%3%-%*%

Problems with the Smart
-*-----*--*-*---*Stamp online system
-%2%-%-%-%-%-%*%-%-%*%-%4%-%-%-%*%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------3--3-3---33Don't know / na
-%-%-%-%-%-%2%-%-%5%-%1%-%-%-%2%1%

bc

-3*336251417101427*1-2341Other
-%36%1%12%9%12%16%17%11%16%17%13%10%7%-%16%14%

*92022384914981148608120951115141290NET: Any problem
100%100%100%100%100%100%98%100%100%95%100%99%100%100%100%98%99%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-75212342531727013101518132287Unweighted total
-762163725524268781414140292Weighted total

Amount / level of lost
-338991137115253558122mail
-%43%41%24%44%28%43%33%60%25%35%42%42%

b

Delivery consistency /
reliability (e.g.
arrives as promised

-544445445**222749consistently)
-%6%21%11%18%17%17%4%1%15%17%19%17%

b

Lost or late delivery of
-7326332373--12239sent mail
-%9%15%15%13%7%14%36%-%-%4%16%13%

Delivery time (when you
receive your mail

-625327327****1631delivery)
-%7%12%9%11%13%10%4%1%2%3%12%10%

Wrong mail delivered /
our mail delivered

-514217*19---21019elsewhere
-%6%6%5%7%1%7%-%-%-%15%7%6%

-1147821212*-1015Damaged mail / goods
-%14%2%18%3%10%5%17%20%1%-%7%5%

aa

-351616-1--28Time of collection
-%4%2%3%3%5%2%-%16%-%-%1%3%

Wrong postage /
shortfall on incoming

-3333341-3116mail - having to pay
-%4%2%7%1%11%1%19%-%20%9%*%2%

a

-*5-5-5----15Collection reliability
-%*%2%-%2%-%2%-%-%-%-%1%2%

--4-4-4----*4Latest collection time
-%-%2%-%2%-%2%-%-%-%-%*%1%

Availability of a daily
--4-4-4----14collection
-%-%2%-%1%-%1%-%-%-%-%1%1%

Accessibility of the
sorting office / opening

--4-4-4----14hours
-%-%2%-%1%-%1%-%-%-%-%*%1%

Trustworthiness of the
--3-3-3-----3provider
-%-%1%-%1%-%1%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-75212342531727013101518132287Unweighted total
-762163725524268781414140292Weighted total

Recorded letters not
-*1-1-1----*1being signed for
-%*%1%-%1%-%1%-%-%-%-%*%*%

Account management (if
-*--*-*---*-*applicable)
-%1%-%-%*%-%*%-%-%-%3%-%*%

Problems with the Smart
-*--*-*---*-*Stamp online system
-%*%-%-%*%-%*%-%-%-%1%-%*%

-------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%

--3-3-3----23Don't know / na
-%-%1%-%1%-%1%-%-%-%-%2%1%

-14266355361*531341Other
-%19%12%17%14%22%13%12%3%39%20%10%14%

-762133725224265781414137290NET: Any problem
-%100%99%100%99%100%99%100%100%100%100%98%99%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
4827411178510519583991562792092739648142287Unweighted total
382801098149819080911422872012808747158292Weighted total

Amount / level of lost
251215233*407735376112191119401566122mail
67%43%47%40%12%41%41%44%41%43%42%45%43%46%33%42%42%

ab

Delivery consistency /
reliability (e.g.
arrives as promised

3491816-16327162249254913171949consistently)
7%17%16%20%-%16%17%8%18%15%17%12%18%15%36%12%17%

fac

Lost or late delivery of
2371812*1326121422392937852739sent mail
6%13%16%15%12%13%14%15%15%16%14%14%13%9%10%17%13%

Delivery time (when you
receive your mail

328812-52351113282428941731delivery)
8%10%7%15%-%5%12%7%12%9%10%12%10%10%9%11%10%

a

Wrong mail delivered /
our mail delivered

21659*29234171116311319elsewhere
5%6%4%12%5%2%5%3%3%3%6%6%6%4%1%8%6%

a

41544-91012114151412321015Damaged mail / goods
10%5%3%5%-%9%5%14%2%10%5%7%4%3%4%6%5%

acegacee

4842-151138685-38Time of collection
10%3%4%2%-%1%3%2%1%2%3%3%3%6%-%2%3%

b

Wrong postage /
shortfall on incoming

*622*453156661516mail - having to pay
1%2%2%2%10%4%3%3%1%3%2%3%2%1%11%*%2%

ac

2541-*4***5553125Collection reliability
6%2%4%1%-%*%2%*%*%*%2%2%2%3%1%1%2%

343*--4-**4444--4Latest collection time
7%1%2%*%-%-%2%-%*%*%1%2%1%5%-%-%1%

ba

Availability of a daily
242--1411-42421-4collection
6%1%2%-%-%1%2%2%1%-%1%1%1%3%3%-%1%

ba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
4827411178510519583991562792092739648142287Unweighted total
382801098149819080911422872012808747158292Weighted total

Accessibility of the
sorting office / opening

-13--11*1*4*4-*34hours
-%*%3%-%-%1%*%*%1%*%1%*%1%-%*%2%1%

b

Trustworthiness of the
-31---3---313--33provider
-%1%1%-%-%-%1%-%-%-%1%1%1%-%-%2%1%

Recorded letters not
-11*--1-**111*-11being signed for
-%1%1%*%-%-%1%-%*%*%*%1%1%*%-%1%*%

Account management (if
-**--********-*-*applicable)
-%*%*%-%-%*%*%1%1%*%*%*%*%-%1%-%*%

Problems with the Smart
***--*********--*Stamp online system
*%*%*%-%-%*%*%*%*%*%*%*%*%*%-%-%*%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3---232--3-3--33Don't know / na
-%1%-%-%-%2%2%3%-%-%1%-%1%-%-%2%1%

bd

639166314291113204026401861741Other
17%14%14%8%78%14%15%14%14%14%14%13%14%21%13%11%14%

a

382771098149618778911422842012778747155290NET: Any problem
100%99%100%100%100%98%98%97%100%100%99%100%99%100%100%98%99%

ff
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
591794950279156-2822382832502812341039195220287Unweighted total
611805143289155-2832312892522872331442198215292Weighted total

Amount / level of lost
2674223012173-11910612211012097*238592122mail
42%41%44%69%42%47%-%42%46%42%44%42%42%2%54%43%43%42%

ab

Delivery consistency /
reliability (e.g.
arrives as promised

1129934915-49394943494154373249consistently)
19%16%17%6%17%10%-%17%17%17%17%17%18%39%9%18%15%17%

ac

Lost or late delivery of
1022713919-36263936393215283139sent mail
17%12%13%3%13%12%-%13%11%13%14%14%14%10%11%14%15%13%

c

Delivery time (when you
receive your mail

101921309-28233126312073152231delivery)
16%10%4%2%11%6%-%10%10%11%10%11%9%52%8%8%10%10%

a

Wrong mail delivered /
our mail delivered

413231911-191419151919--101219elsewhere
7%7%3%7%6%7%-%7%6%6%6%7%8%-%-%5%6%6%

69*81513-131315915518121315Damaged mail / goods
9%5%*%18%5%8%-%5%6%5%4%5%2%9%20%6%6%5%

abc

512-82-858886-2558Time of collection
8%1%3%-%3%2%-%3%2%3%3%3%3%-%4%3%2%3%

b

Wrong postage /
shortfall on incoming

33**62-6666651*646mail - having to pay
5%2%*%1%2%1%-%2%3%2%2%2%2%9%*%3%2%2%

32*-54-555555--325Collection reliability
4%1%1%-%2%3%-%2%2%2%2%2%2%-%-%1%1%2%

32-*43-434444-*424Latest collection time
4%1%-%*%1%2%-%1%1%1%2%1%2%-%*%2%1%1%

Availability of a daily
4---42-444444--4-4collection
6%-%-%-%1%2%-%1%2%1%1%1%2%-%-%2%-%1%

ba

Accessibility of the
sorting office / opening

3**-43-444344--114hours
5%*%*%-%1%2%-%1%2%1%1%1%2%-%-%*%*%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
591794950279156-2822382832502812341039195220287Unweighted total
611805143289155-2832312892522872331442198215292Weighted total

Trustworthiness of the
-3--33-333133--213provider
-%2%-%-%1%2%-%1%1%1%*%1%1%-%-%1%1%1%

Recorded letters not
-1*-11-111111--*11being signed for
-%1%*%-%*%1%-%1%1%*%1%*%1%-%-%*%1%*%

Account management (if
--*-*--*****--**-*applicable)
-%-%1%-%*%-%-%*%*%*%*%*%-%-%1%*%-%*%

Problems with the Smart
--****-*****--****Stamp online system
-%-%*%*%*%*%-%*%*%*%*%*%-%-%*%*%*%*%

------------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--33-333333--*23Don't know / na
4%*%-%-%1%2%-%1%1%1%1%1%1%-%-%*%1%1%

b

1281163927-412938283832-7313141Other
2%16%22%13%13%18%-%14%13%13%11%13%14%-%16%15%15%14%

cc

591805143286152-2802282862492842301442198213290NET: Any problem
96%100%100%100%99%98%-%99%99%99%99%99%99%100%100%100%99%99%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*baSignificance Level: 95%
482222854515110277792082202738287Unweighted total
532032903715410283772152302336292Weighted total

Amount / level of lost
285-12215675117348798713122mail
52%25%-%42%41%43%46%41%45%41%43%29%38%42%

Delivery consistency /
reliability (e.g.
arrives as promised

23-49929*491237386549consistently)
4%14%-%17%23%19%4%17%15%17%17%25%15%17%

Lost or late delivery of
34-396212371128294639sent mail
6%19%-%13%15%14%17%13%14%13%13%16%17%13%

Delivery time (when you
receive your mail

5*-3177*30526262331delivery)
10%1%-%11%19%4%4%11%7%12%11%9%8%10%

a

Wrong mail delivered /
our mail delivered

5--192931661318--19elsewhere
9%-%-%6%6%6%28%6%7%6%8%-%-%6%

74-1548*14311102315Damaged mail / goods
13%20%-%5%11%5%4%5%4%5%4%7%9%5%

3--824-8-853-8Time of collection
5%-%-%3%6%2%-%3%-%4%2%12%-%3%

Wrong postage /
shortfall on incoming

*3-6*4-6333216mail - having to pay
1%13%-%2%1%3%-%2%4%2%1%10%4%2%

---532-5145**5Collection reliability
-%-%-%2%8%1%-%2%1%2%2%1%*%2%

a

---422-4-44*-4Latest collection time
-%-%-%1%6%1%-%1%-%2%2%*%-%1%

a

Availability of a daily
---44--4-44--4collection
-%-%-%1%10%-%-%1%-%2%2%-%-%1%

a

Accessibility of the
sorting office / opening

---4-4-4-43*-4hours
-%-%-%1%-%2%-%1%-%2%1%1%-%1%

Trustworthiness of the
---3-1-32112-3provider
-%-%-%1%-%1%-%1%2%1%1%7%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*baSignificance Level: 95%
482222854515110277792082202738287Unweighted total
532032903715410283772152302336292Weighted total

Recorded letters not
*--1-1-1-11--1being signed for
*%-%-%*%-%1%-%1%-%1%1%-%-%*%

Account management (if
-*-*-*-*-**--*applicable)
-%2%-%*%-%*%-%*%-%*%*%-%-%*%

Problems with the Smart
-*-*-*-*-*-*-*Stamp online system
-%1%-%*%-%*%-%*%-%*%-%1%-%*%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3--*-3*23--3Don't know / na
-%-%100%-%-%*%-%1%1%1%1%-%-%1%

111-41611*401426313741Other
20%6%-%14%18%7%5%14%19%12%13%15%19%14%

a

5320-2903715310280772132272336290NET: Any problem
100%100%-%100%100%100%100%99%99%99%99%100%100%99%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
70708166264287Unweighted total
59728379365292Weighted total

Amount / level of lost
23343332-33122mail
39%48%40%40%-%50%42%

Delivery consistency /
reliability (e.g.
arrives as promised

171869-549consistently)
29%24%7%11%-%7%17%

abab

Lost or late delivery of
851313-539sent mail

14%6%16%16%-%7%13%

Delivery time (when you
receive your mail

53193-531delivery)
9%5%23%4%-%8%10%

acd

Wrong mail delivered /
our mail delivered

3637-519elsewhere
5%8%4%9%-%8%6%

*275-1115Damaged mail / goods
1%3%9%6%-%16%5%

d

2-41-38Time of collection
4%-%5%2%-%4%3%

Wrong postage /
shortfall on incoming

31*3216mail - having to pay
4%1%*%3%84%1%2%

3*2---5Collection reliability
5%1%2%-%-%-%2%

2-2*--4Latest collection time
4%-%2%*%-%-%1%

Availability of a daily
2--1--4collection
4%-%-%2%-%-%1%

Accessibility of the
sorting office / opening

-3*---4hours
-%4%*%-%-%-%1%

Trustworthiness of the
1-2---3provider
2%-%2%-%-%-%1%

Recorded letters not
1----*1being signed for
2%-%-%-%-%*%*%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
70708166264287Unweighted total
59728379365292Weighted total

Account management (if
---**-*applicable)
-%-%-%1%16%-%*%

Problems with the Smart
*-----*Stamp online system
*%-%-%-%-%-%*%

-------No Problems
-%-%-%-%-%-%-%

---3--3Don't know / na
-%-%-%4%-%-%1%

691313-941Other
10%12%16%17%-%14%14%

59728376365290NET: Any problem
100%100%100%96%100%100%99%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
186273836161814282318212919287Unweighted total
25691414202230552115473017292Weighted total

22*121155-152*25Very Dissatisfied
9%5%7%14%7%6%18%10%-%9%11%6%1%9%

34*1153-351104236Fairly Dissatisfied
13%5%10%6%27%15%-%6%21%10%22%13%10%12%

Neither Satisfied Nor
341*253-123153138Dissatisfied
13%17%1%16%26%13%-%22%15%10%11%10%7%13%

kk

2911213784121*33Fairly Satisfied
11%12%10%14%6%15%24%14%19%9%5%5%2%11%

1211*-22-**22314Very Satisfied
5%10%6%3%-%8%8%-%1%2%5%6%17%5%

Have not Contacted / Not
Applicable (DO NOT READ

11849669152689181511137OUT)
46%46%67%44%33%44%50%48%39%61%39%48%63%47%

m

Don't Know (DO NOT READ
8*-*---*1-34-9OUT)
3%5%-%3%-%-%-%*%6%-%7%12%-%3%

41222151084153347NET: Satisfied
16%22%16%17%6%23%33%14%19%10%10%10%19%16%

56123745953166262NET: Dissatisfied
22%10%17%20%35%21%18%16%21%19%33%19%11%21%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
134153747234421312316532553821287Unweighted total
1341591214728112418522453622292Weighted total

9161--1241118--6-25Very Dissatisfied
7%10%11%-%-%19%9%9%3%15%-%-%15%-%9%

a

13231*1*35141111*5136Fairly Dissatisfied
10%15%8%14%14%3%13%12%7%21%5%9%15%6%12%

Neither Satisfied Nor
20181**13719*18-2438Dissatisfied
15%12%10%15%6%11%13%16%1%2%31%-%5%20%13%

e

16171*1*3215*13-7633Fairly Satisfied
12%11%9%16%14%6%11%12%2%1%14%-%21%27%11%

ee

861*1-138-1*-2314Very Satisfied
6%4%7%14%17%-%5%6%-%1%2%-%5%15%5%

Have not Contacted / Not
Applicable (DO NOT READ

64736*24131521430105137137OUT)
48%46%50%25%44%58%47%42%77%58%42%91%35%32%47%

bg

Don't Know (DO NOT READ
351***842*1-2-9OUT)
3%3%4%16%4%2%3%3%9%1%5%-%5%-%3%

24232*1*4523*14-9947NET: Satisfied
18%14%16%30%31%6%16%19%2%3%16%-%25%42%16%

ee

22402*1259262191*11162NET: Dissatisfied
17%25%19%14%14%22%21%21%11%36%5%9%30%6%21%

g
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
12019324247123971355597190122519116287Unweighted total
*92022384915281148638121251115144292Weighted total

-*-33514111311114*1*1325Very Dissatisfied
-%5%-%15%8%10%9%14%9%1%14%7%8%7%1%9%9%

aa

-52254181416714222-41836Fairly Dissatisfied
-%50%8%11%14%8%12%17%11%11%17%11%37%-%24%12%12%

Neither Satisfied Nor
-15134229199929**41938Dissatisfied
-%13%26%6%9%8%15%12%13%14%12%13%4%3%27%13%13%

***158185217528**12233Fairly Satisfied
100%4%*%6%13%17%12%7%14%11%7%13%4%4%5%16%11%

-**3-4655459-22614Very Satisfied
-%2%1%14%-%8%4%6%3%7%6%4%-%14%14%4%5%

ac

Have not Contacted / Not
Applicable (DO NOT READ

-313112023663667353610128465137OUT)
-%27%65%48%53%48%44%44%45%54%44%48%44%72%29%45%47%

Don't Know (DO NOT READ
---*1*7*8**9*--29OUT)
-%-%-%1%4%1%4%*%6%1%*%4%3%-%-%1%3%

c

*1*4512251025121037*232847NET: Satisfied
100%5%1%20%13%25%16%13%17%18%13%17%4%18%18%19%16%

-52689322529825372143162NET: Dissatisfied
-%55%8%26%21%18%21%31%20%12%31%17%45%7%25%21%21%

aba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-75212342531727013101518132287Unweighted total
-762163725524268781414140292Weighted total

-11146193221-521325Very Dissatisfied
-%15%6%16%8%12%8%10%-%39%13%10%9%

a

-162182833332--1436Fairly Dissatisfied
-%20%10%21%11%12%12%36%27%-%-%10%12%

a

Neither Satisfied Nor
-335*38-38--211938Dissatisfied
-%4%16%*%15%-%14%-%-%17%6%13%13%

bb

-924330132241*1933Fairly Satisfied
-%12%11%8%12%5%12%25%54%5%3%14%11%

-410112112-1-*814Very Satisfied
-%5%5%4%5%6%5%-%16%-%2%6%5%

Have not Contacted / Not
Applicable (DO NOT READ

-3010717120141232*51061137OUT)
-%39%50%46%47%57%46%29%3%38%73%43%47%

Don't Know (DO NOT READ
-452727--**59OUT)
-%5%2%5%3%7%3%-%-%1%3%4%3%

-133444334425112747NET: Satisfied
-%17%16%12%17%11%17%25%70%5%4%20%16%

-2735144865632522862NET: Dissatisfied
-%35%16%37%19%25%21%46%27%39%13%20%21%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
4827411178510519583991562792092739648142287Unweighted total
382801098149819080911422872012808747158292Weighted total

325139-13159920252025143925Very Dissatisfied
8%9%12%11%-%13%8%11%10%14%9%10%9%16%6%5%9%

a

534145*14291118143623341471636Fairly Dissatisfied
14%12%13%6%12%14%15%13%20%10%13%12%12%16%14%10%12%

bd

Neither Satisfied Nor
4352015-71927143822381451938Dissatisfied

11%12%18%18%-%7%10%2%8%10%13%11%13%16%10%12%13%

afffff

733121311322178183324331361533Fairly Satisfied
19%12%11%16%17%13%12%21%8%12%12%12%12%15%12%9%11%

aceg

31454*58346141014311014Very Satisfied
7%5%5%5%5%5%4%3%5%4%5%5%5%3%1%7%5%

Have not Contacted / Not
Applicable (DO NOT READ

1513241352419535416513296128292482137OUT)
41%47%38%44%66%42%50%44%45%45%46%48%46%33%52%52%47%

cc

Don't Know (DO NOT READ
-741-52536969*279OUT)
-%3%3%1%-%5%1%6%4%4%3%3%3%1%4%4%3%

g

10461817119302012244734471662547NET: Satisfied
26%17%16%21%22%19%16%24%13%17%16%17%17%18%13%16%16%

e

8592713*27451928346143592892562NET: Dissatisfied
22%21%24%17%12%27%23%24%31%24%21%21%21%32%20%16%21%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
591794950279156-2822382832502812341039195220287Unweighted total
611805143289155-2832312892522872331442198215292Weighted total

613722517-252025202512-10191725Very Dissatisfied
9%7%14%4%9%11%-%9%9%9%8%9%5%-%25%9%8%9%

c

823543624-36303632363113193036Fairly Dissatisfied
14%13%9%9%12%16%-%13%13%13%13%12%13%10%8%10%14%12%

Neither Satisfied Nor
330553816-35283834383216252838Dissatisfied
5%17%9%11%13%10%-%13%12%13%13%13%14%9%15%13%13%13%

c

1015843320-32263331332446222333Fairly Satisfied
17%8%16%9%11%13%-%11%11%11%12%11%10%27%13%11%11%11%

2931148-14914111412-2111214Very Satisfied
3%5%6%2%5%5%-%5%4%5%5%5%5%-%5%5%6%5%

Have not Contacted / Not
Applicable (DO NOT READ

3086212813668-1311131341161331137159999137OUT)
50%47%41%65%47%44%-%46%49%46%46%46%49%54%35%50%46%47%

ab

Don't Know (DO NOT READ
152-72-949799--359OUT)
2%3%4%-%2%1%-%3%2%3%3%3%4%-%-%2%2%3%

12231254728-46364743473648333547NET: Satisfied
20%13%23%11%16%18%-%16%15%16%17%16%15%27%18%17%16%16%

14361256141-625061526143114384762NET: Dissatisfied
23%20%23%13%21%27%-%22%22%21%21%21%19%10%33%19%22%21%

cc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*baSignificance Level: 95%
482222854515110277792082202738287Unweighted total
532032903715410283772152302336292Weighted total

83-25931241016196*25Very Dissatisfied
16%14%-%9%24%2%15%8%13%7%8%27%1%9%

a

123-36912-361027244836Fairly Dissatisfied
23%17%-%13%24%8%-%13%12%12%11%19%21%12%

a

Neither Satisfied Nor
21-38714137928293638Dissatisfied
3%5%-%13%19%9%13%13%12%13%13%12%17%13%

63231322*3372630-333Fairly Satisfied
12%14%84%11%7%14%5%12%9%12%13%-%8%11%

4--14-9-14311104*14Very Satisfied
7%-%-%5%-%6%-%5%4%5%4%16%1%5%

Have not Contacted / Not
Applicable (DO NOT READ

1710*1361088713036101109618137OUT)
32%49%16%47%27%57%67%46%47%47%47%26%51%47%

b

Don't Know (DO NOT READ
4*-9-5-9279-*9OUT)
7%1%-%3%-%3%-%3%2%3%4%-%*%3%

103245331*471137404347NET: Satisfied
19%14%84%15%7%20%5%16%14%17%17%16%10%16%

b

216-62181516019424311862NET: Dissatisfied
39%31%-%21%48%10%15%21%25%20%19%46%22%21%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
70708166264287Unweighted total
59728379365292Weighted total

4589-925Very Dissatisfied
7%7%10%11%-%13%9%

101088-1336Fairly Dissatisfied
17%14%10%11%-%20%12%

Neither Satisfied Nor
4141010*238Dissatisfied
6%20%12%12%16%4%13%

d

86613-933Fairly Satisfied
13%9%7%17%-%14%11%

*257-414Very Satisfied
*%3%6%9%-%6%5%

d

Have not Contacted / Not
Applicable (DO NOT READ

32294432224137OUT)
54%40%53%41%84%37%47%

Don't Know (DO NOT READ
252--49OUT)
4%7%2%-%-%6%3%

a

891120-1347NET: Satisfied
13%12%13%26%-%20%16%

bc

14151617-2262NET: Dissatisfied
23%21%19%21%-%34%21%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
186273836161814282318212919287Unweighted total
25691414202230552115473017292Weighted total

13-**--3*-153-14Very Dissatisfied
5%-%3%3%-%-%10%*%-%9%11%11%-%5%

8**----3--2118Fairly Dissatisfied
3%5%3%-%-%-%-%5%-%-%5%4%7%3%

Neither Satisfied Nor
22**31--91153226Dissatisfied

9%5%3%19%6%-%-%16%7%9%11%10%10%9%

k

572117710146*83261Fairly Satisfied
22%22%7%10%34%33%32%25%28%3%17%9%12%21%

k

3223343534352339Very Satisfied
13%18%20%20%21%16%16%6%20%19%10%6%17%13%

Have not Contacted / Not
Applicable (DO NOT READ

11749681112268918159135OUT)
45%41%64%44%39%51%41%48%39%61%39%48%53%46%

m

Don't Know (DO NOT READ
81-*---*1-34-9OUT)
3%9%-%3%-%-%-%*%6%-%7%12%-%3%

89344111115171031355100NET: Satisfied
35%40%27%30%54%49%49%30%49%22%28%15%29%34%

20*1*--33-174122NET: Dissatisfied
8%5%6%3%-%-%10%5%-%9%16%15%7%8%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
134153747234421312316532553821287Unweighted total
1341591214728112418522453622292Weighted total

311*--*135*42-3-14Very Dissatisfied
2%7%3%-%-%5%5%4%1%7%6%-%7%-%5%

35*-*-84-*1-3-8Fairly Dissatisfied
2%3%1%-%4%-%3%3%-%1%5%-%8%-%3%

Neither Satisfied Nor
1412**-*2511-53-3226Dissatisfied
10%8%4%14%-%4%9%9%-%10%13%-%7%8%9%

28333*125827265*9961Fairly Satisfied
21%21%25%16%27%25%21%22%12%11%21%9%25%43%21%

16231*1*3824*42-5439Very Satisfied
12%14%12%29%20%5%13%19%2%8%7%-%14%18%13%

Have not Contacted / Not
Applicable (DO NOT READ

66696*24129491332105127135OUT)
49%44%50%25%44%58%46%39%76%62%42%91%34%32%46%

bg

Don't Know (DO NOT READ
361***942*1-2-9OUT)
3%4%4%16%4%2%3%3%9%1%5%-%5%-%3%

4556412296512107*1413100NET: Satisfied
33%35%37%45%47%30%34%41%14%19%28%9%39%60%34%

ee

6161-**229*43-6-22NET: Dissatisfied
5%10%4%-%4%5%8%8%1%8%12%-%15%-%8%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
12019324247123971355597190122519116287Unweighted total
*92022384915281148638121251115144292Weighted total

---23-986-86-**614Very Dissatisfied
-%-%-%7%8%-%6%10%4%-%10%3%-%4%1%4%5%

baa

--*115125126--*78Fairly Dissatisfied
-%-%2%3%3%10%1%3%3%2%3%3%-%-%3%5%3%

a

Neither Satisfied Nor
-15-1416101241016*-31026Dissatisfied
-%9%23%-%3%8%10%12%8%6%12%8%4%-%24%7%9%

*4*51183316291616451123761Fairly Satisfied
100%45%1%25%28%16%21%20%20%25%20%21%11%9%14%26%21%

-214282292011930*242139Very Satisfied
-%19%7%16%5%16%14%11%13%17%11%14%4%15%26%15%13%

Have not Contacted / Not
Applicable (DO NOT READ

-31311192465366831369948462135OUT)
-%27%65%48%49%49%43%44%46%49%44%47%78%72%29%43%46%

Don't Know (DO NOT READ
--**1*718*19*-*29OUT)
-%-%2%1%4%1%4%1%6%1%1%4%3%-%3%1%3%

c

*629131655254927257613658100NET: Satisfied
100%64%8%41%33%32%36%30%33%42%30%36%15%24%40%40%34%

--*24510101111012-*11222NET: Dissatisfied
-%-%2%10%12%10%7%13%7%2%13%6%-%4%5%9%8%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbaba*ba*e*d*c*baSignificance Level: 95%
-75212342531727013101518132287Unweighted total
-762163725524268781414140292Weighted total

-68310311*-3-914Very Dissatisfied
-%8%4%9%4%12%4%6%-%19%-%7%5%

-7226-81-*-78Fairly Dissatisfied
-%9%1%7%2%-%3%17%-%3%-%5%3%

a

Neither Satisfied Nor
-7184211251-31926Dissatisfied
-%10%9%12%8%5%9%19%-%20%9%7%9%

-1249457160231-2761Fairly Satisfied
-%15%23%10%23%5%22%23%43%11%-%19%21%

-1227534138*4122339Very Satisfied
-%16%13%14%13%6%14%6%48%7%15%17%13%

Have not Contacted / Not
Applicable (DO NOT READ

-2910616119151192*51059135OUT)
-%38%49%44%46%64%45%29%3%38%73%42%46%

Don't Know (DO NOT READ
-452828-***59OUT)
-%5%3%5%3%7%3%-%5%1%3%4%3%

-2477991398272250100NET: Satisfied
-%31%35%24%36%11%36%29%91%18%15%36%34%

-1396163192-3-1622NET: Dissatisfied
-%17%4%15%6%12%7%23%-%23%-%11%8%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
4827411178510519583991562792092739648142287Unweighted total
382801098149819080911422872012808747158292Weighted total

41459-465211148148*514Very Dissatisfied
11%5%5%11%-%4%3%6%3%8%5%4%5%9%*%3%5%

b

1844*475458683*58Fairly Dissatisfied
3%3%4%5%12%4%4%6%5%3%3%3%3%3%1%3%3%

Neither Satisfied Nor
120165-9153682518241241026Dissatisfied
2%7%15%7%-%9%8%3%7%6%9%9%8%13%8%7%9%

bc

9602319*154617202361366023112761Fairly Satisfied
23%22%21%23%5%15%24%21%22%16%21%18%22%27%24%17%21%

739148122211412253932361332339Very Satisfied
19%14%13%10%17%22%11%18%14%18%14%16%13%15%7%14%13%

c

Have not Contacted / Not
Applicable (DO NOT READ

1513042352409332426313094128272681135OUT)
41%46%39%44%66%40%49%40%46%45%45%47%46%31%55%51%46%

cc

Don't Know (DO NOT READ
*841-525469691279OUT)
1%3%4%1%-%5%1%6%4%4%3%3%3%1%4%4%3%

g

161003727137673132481006897371449100NET: Satisfied
42%36%34%33%22%37%35%39%35%34%35%34%35%42%31%31%34%

522912*81397162214221111022NET: Dissatisfied
14%8%9%15%12%8%7%12%7%11%8%7%8%13%1%7%8%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
591794950279156-2822382832502812341039195220287Unweighted total
611805143289155-2832312892522872331442198215292Weighted total

*1121148-149149145-6131114Very Dissatisfied
*%6%4%2%5%5%-%5%4%5%4%5%2%-%14%7%5%5%

c

35**85-878885-3858Fairly Dissatisfied
5%3%1%1%3%4%-%3%3%3%3%3%2%-%7%4%2%3%

Neither Satisfied Nor
4157*2612-2321262126201691626Dissatisfied
6%8%14%*%9%8%-%8%9%9%8%9%9%10%14%5%7%9%

c

16388106140-60456155615146414761Fairly Satisfied
26%21%15%24%21%26%-%21%20%21%22%21%22%27%15%21%22%21%

5241163921-39313934393415243439Very Satisfied
8%13%21%14%13%14%-%14%13%13%13%13%15%9%13%12%16%13%

Have not Contacted / Not
Applicable (DO NOT READ

3282212613466-1291121321171311087169997135OUT)
52%45%41%59%46%42%-%46%49%46%46%45%46%54%38%50%45%46%

a

Don't Know (DO NOT READ
162-83-959899--369OUT)
2%3%4%-%3%2%-%3%2%3%3%3%4%-%-%2%3%3%

216118169961-99761008999855126581100NET: Satisfied
34%34%35%37%34%40%-%35%33%35%35%35%37%36%27%33%37%34%

316212213-221622182210-9211522NET: Dissatisfied
5%9%5%3%8%8%-%8%7%8%7%8%4%-%21%11%7%8%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*baSignificance Level: 95%
482222854515110277792082202738287Unweighted total
532032903715410283772152302336292Weighted total

6--147--1411295-14Very Dissatisfied
11%-%-%5%19%-%-%5%2%6%4%21%-%5%

a

43-811-8365-48Fairly Dissatisfied
7%15%-%3%2%1%-%3%3%3%2%-%10%3%

c

Neither Satisfied Nor
62-2687-261015211426Dissatisfied

10%9%-%9%20%5%-%9%14%7%9%2%13%9%

a

842597301601744486761Fairly Satisfied
15%18%84%20%20%19%13%21%22%20%21%26%20%21%

84-39327237832335139Very Satisfied
15%20%-%14%7%18%19%13%10%15%14%23%1%13%

a

Have not Contacted / Not
Applicable (DO NOT READ

197*134128371283699106620135OUT)
35%37%16%46%31%54%67%45%47%46%46%26%56%46%

b

Don't Know (DO NOT READ
4*-9-5-9279**9OUT)
7%1%-%3%-%4%-%3%3%3%4%2%*%3%

1682981057397257682117100NET: Satisfied
30%39%84%34%27%37%33%34%32%35%35%48%21%34%

103-2281-22418135422NET: Dissatisfied
18%15%-%8%21%1%-%8%5%8%6%21%10%8%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
70708166264287Unweighted total
59728379365292Weighted total

*527-614Very Dissatisfied
*%7%2%8%-%9%5%

dd

3*-5-28Fairly Dissatisfied
5%*%-%7%-%3%3%

bbc

Neither Satisfied Nor
37123*726Dissatisfied
6%10%15%4%16%11%9%

a

13151518-1261Fairly Satisfied
23%21%18%22%-%18%21%

591212-1239Very Satisfied
9%13%15%16%-%18%13%

Have not Contacted / Not
Applicable (DO NOT READ

32304034223135OUT)
54%42%48%42%84%36%46%

Don't Know (DO NOT READ
262--49OUT)
4%8%2%-%-%6%3%

a

19242730-24100NET: Satisfied
32%34%33%38%-%36%34%

35212-822NET: Dissatisfied
5%7%2%15%-%12%8%

b
Columns Tested: a,b - a,b,c,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 respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



Aspects
The staff beingProfessionalism and handling

polite and courteousof any query / complaint

baSignificance Level: 95%
287287Unweighted total
292292Weighted total

1425Very Dissatisfied
5%9%

836Fairly Dissatisfied
3%12%

b

Neither Satisfied Nor
2638Dissatisfied

9%13%

6133Fairly Satisfied
21%11%

a

3914Very Satisfied
13%5%

a

Have not Contacted / Not
Applicable (DO NOT READ

135137OUT)
46%47%

Don't Know (DO NOT READ
99OUT)
3%3%

10047NET: Satisfied
34%16%

a

2262NET: Dissatisfied
8%21%

b
Columns Tested: a,b

Ofcom; Business Postal Tracker
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QRM5. SUMMARY. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the following aspects ...
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9915121910961615713167145Unweighted total

1395581312152813628166156Weighted total

22*121155-152*25Very Dissatisfied
16%10%20%24%11%10%36%19%-%23%19%12%3%16%

34*1153-351104236Fairly Dissatisfied
24%9%30%11%41%26%-%11%35%26%36%25%26%23%

Neither Satisfied Nor
341*253-123153138Dissatisfied
25%31%3%28%39%23%-%43%24%25%17%20%20%24%

2911213784121*33Fairly Satisfied
21%23%30%24%9%26%48%27%31%22%9%9%6%21%

1211*-22-**22314Very Satisfied
8%19%18%6%-%14%16%-%1%4%9%11%45%9%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
8*-*---*1-34-9OUT)
6%9%-%6%-%-%-%1%10%-%11%23%-%6%

41222151084153347NET: Satisfied
29%42%48%30%9%40%64%27%32%26%17%20%51%30%

56123745953166262NET: Dissatisfied
40%19%50%36%51%37%36%30%35%49%55%37%29%40%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
65803651318109667221212311145Unweighted total
698661231507242214*2415156Weighted total

9161--1241118--6-25Very Dissatisfied
13%19%22%-%-%46%16%16%14%37%-%-%23%-%16%

13231*1*35141111*5136Fairly Dissatisfied
19%27%16%19%26%8%24%20%33%51%9%100%22%8%23%

Neither Satisfied Nor
20181**13719*18-2438Dissatisfied
28%21%20%20%11%27%25%27%4%4%54%-%7%30%24%

16171*1*3215*13-7633Fairly Satisfied
23%20%19%21%25%13%21%21%9%4%25%-%32%40%21%

861*1-138-1*-2314Very Satisfied
12%7%14%19%31%-%9%11%-%3%3%-%7%22%9%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
351***842*1-2-9OUT)
5%6%9%21%8%6%6%5%40%2%9%-%8%-%6%

24232*1*4523*14-9947NET: Satisfied
35%27%33%40%55%13%30%32%9%6%28%-%39%62%30%

22402*1259262191*11162NET: Dissatisfied
32%46%38%19%26%53%40%36%47%87%9%100%46%8%40%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
1138162225595472195491781263145Unweighted total
*771218268645822945111331080156Weighted total

-*-33514111311114*1*1325Very Dissatisfied
-%7%-%29%16%20%16%25%16%3%25%13%14%23%2%16%16%

-52254181416714222-41836Fairly Dissatisfied
-%68%23%20%29%15%21%31%19%23%31%20%67%-%34%22%23%

Neither Satisfied Nor
-15134229199929**41938Dissatisfied
-%18%73%11%19%16%26%21%24%32%21%26%6%12%38%24%24%

***158185217528**12233Fairly Satisfied
100%5%1%11%27%32%21%12%25%25%12%25%7%14%6%28%21%

-**3-4655459-22614Very Satisfied
-%2%3%27%-%15%8%11%6%16%11%8%-%50%20%7%9%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*1*7*8**9*--29OUT)
-%-%-%1%8%2%8%*%10%1%*%8%6%-%-%3%6%

cb

*1*4512251025121037*232847NET: Satisfied
100%7%4%38%27%47%29%23%31%40%23%33%7%65%26%35%30%

-52689322529825372143162NET: Dissatisfied
-%75%23%50%45%35%37%56%35%26%56%33%81%23%36%38%40%

ba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-441012112491368811770145Unweighted total
-471092013610145588479156Weighted total

-11146193221-521325Very Dissatisfied
-%24%13%30%14%29%15%14%-%63%49%17%16%

-162182833332--1436Fairly Dissatisfied
-%33%19%39%21%28%23%50%28%-%-%18%23%

Neither Satisfied Nor
-335*38-38--211938Dissatisfied
-%6%32%1%28%-%26%-%-%27%22%24%24%

b

-924330132241*1933Fairly Satisfied
-%20%22%14%22%12%22%36%55%8%11%24%21%

-410112112-1-*814Very Satisfied
-%8%9%7%9%14%8%-%16%-%6%10%9%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-452727--**59OUT)
-%8%5%9%5%16%5%-%-%2%12%7%6%

-133444334425112747NET: Satisfied
-%28%31%22%32%27%31%36%72%8%16%35%30%

-2735144865632522862NET: Dissatisfied
-%58%32%69%35%57%38%64%28%63%49%35%40%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
29137644245893485484142104139552664145Unweighted total
23148684615795455078155105152582275156Weighted total

325139-13159920252025143925Very Dissatisfied
14%17%19%19%-%22%16%19%19%26%16%19%16%24%13%11%16%

534145*14291118143623341471636Fairly Dissatisfied
23%23%20%10%36%25%31%23%37%18%23%22%23%24%29%21%23%

ad

Neither Satisfied Nor
4352015-71927143822381451938Dissatisfied

19%24%29%32%-%13%20%4%14%18%24%21%25%24%22%25%24%

afffff

733121311322178183324331361533Fairly Satisfied
32%22%18%28%50%23%23%37%15%23%21%23%22%22%25%20%21%

ace

31454*58346141014311014Very Satisfied
12%9%8%8%14%9%8%6%8%8%9%10%9%5%2%14%9%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-741-52536969*279OUT)
-%5%5%2%-%9%2%11%6%8%6%5%6%1%8%9%6%

g

10461817119302012244734471662547NET: Satisfied
44%31%26%37%64%32%31%43%24%30%30%33%31%27%28%33%30%

e

8592713*27451928346143592892562NET: Dissatisfied
37%40%39%29%36%46%47%42%56%44%40%41%39%48%42%33%40%

ac

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cba*cba*fedcbac*b*abaSignificance Level: 95%
2490312213981-14311914312914211642394110145Unweighted total
3195301515387-15211815513515512062899116156Weighted total

613722517-252025202512-10191725Very Dissatisfied
18%14%23%11%16%19%-%17%17%16%15%16%10%-%38%19%15%16%

823543624-36303632363113193036Fairly Dissatisfied
27%25%15%26%24%28%-%24%26%23%23%23%26%23%12%20%26%23%

Neither Satisfied Nor
330553816-35283834383216252838Dissatisfied

11%32%16%32%25%18%-%23%24%24%25%25%27%20%23%25%24%24%

1015843320-32263331332446222333Fairly Satisfied
34%15%28%27%21%23%-%21%22%21%23%21%20%58%20%22%20%21%

2931148-14914111412-2111214Very Satisfied
6%9%11%5%9%9%-%9%8%9%8%9%10%-%7%11%10%9%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
152-72-949799--359OUT)
4%6%8%-%5%3%-%6%4%6%5%6%7%-%-%3%5%6%

12231254728-46364743473648333547NET: Satisfied
40%25%39%32%31%32%-%30%30%30%32%30%30%58%27%33%30%30%

14361256141-625061526143114384762NET: Dissatisfied
46%38%38%36%40%47%-%41%42%40%38%39%36%23%50%39%41%40%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*baba*babac*b*aSignificance Level: 95%
3012114431653142391061091917145Unweighted total
3610215327653152411151211717156Weighted total

83-25931241016196*25Very Dissatisfied
23%28%-%17%32%4%45%16%24%14%16%37%1%16%

a

123-36912-361027244836Fairly Dissatisfied
34%33%-%24%33%19%-%24%24%23%20%25%44%23%

Neither Satisfied Nor
21-38714137928293638Dissatisfied
5%10%-%25%26%21%41%24%23%25%24%16%35%24%

63231322*3372630-333Fairly Satisfied
18%28%100%20%10%33%14%22%18%23%25%-%17%21%

b

4--14-9-14311104*14Very Satisfied
10%-%-%9%-%14%-%9%8%9%8%21%2%9%

b

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
4*-9-5-9279-*9OUT)

10%2%-%6%-%8%-%6%4%6%7%-%1%6%

103245331*471137404347NET: Satisfied
28%28%100%29%10%47%14%31%26%32%33%21%20%30%

b

216-62181516019424311862NET: Dissatisfied
57%60%-%40%65%23%45%40%47%37%36%63%45%40%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
37323937138145Unweighted total
27433947*41156Weighted total

4589-925Very Dissatisfied
15%11%21%18%-%21%16%

101088-1336Fairly Dissatisfied
36%23%21%18%-%32%23%

Neither Satisfied Nor
4141010*238Dissatisfied

14%33%27%21%100%6%24%

86613-933Fairly Satisfied
28%15%15%29%-%23%21%

*257-414Very Satisfied
1%5%12%15%-%9%9%

dd

Have not Contacted / Not
Applicable (DO NOT READ

-------OUT)
-%-%-%-%-%-%-%

Don't Know (DO NOT READ
252--49OUT)
8%12%4%-%-%9%6%

a

891120-1347NET: Satisfied
28%20%27%43%-%32%30%

c

14151617-2262NET: Dissatisfied
51%34%42%36%-%54%40%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate
Royal Mail on the following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
991613199871615713168147Unweighted total

1405581211182813628168158Weighted total

13-**--3*-153-14Very Dissatisfied
9%-%8%6%-%-%17%1%-%23%18%21%-%9%

8**----3--2118Fairly Dissatisfied
5%9%9%-%-%-%-%9%-%-%8%8%16%5%

Neither Satisfied Nor
22**31--91153226Dissatisfied
16%8%8%34%11%-%-%31%11%22%18%19%21%16%

572117710146*83261Fairly Satisfied
41%37%20%18%55%68%55%48%46%7%28%18%27%39%

3223343534352339Very Satisfied
23%31%54%36%34%32%28%11%33%48%17%11%37%25%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
81-*---*1-34-9OUT)
6%16%-%6%-%-%-%1%10%-%11%23%-%6%

89344111115171031355100NET: Satisfied
64%67%74%54%89%100%83%59%79%55%45%30%63%64%

20*1*--33-174122NET: Dissatisfied
15%9%17%6%-%-%17%10%-%23%26%29%16%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*bag*f*e*d*c*b*aSignificance Level: 95%
64833651318111687211212411147Unweighted total
689061231527542014*2415158Weighted total

311*--*135*42-3-14Very Dissatisfied
5%12%6%-%-%12%9%7%4%19%11%-%11%-%9%

35*-*-84-*1-3-8Fairly Dissatisfied
4%6%3%-%8%-%5%5%-%2%9%-%12%-%5%

Neither Satisfied Nor
1412**-*2511-53-3226Dissatisfied
20%13%8%19%-%10%17%15%-%26%22%-%11%11%16%

28333*125827265*9961Fairly Satisfied
42%37%50%21%48%61%38%36%49%29%36%100%37%63%39%

16231*1*3824*42-5439Very Satisfied
24%26%25%39%37%11%25%32%10%21%13%-%21%26%25%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
361***942*1-2-9OUT)
5%7%9%21%8%6%6%5%37%2%9%-%8%-%6%

4556412296512107*1413100NET: Satisfied
66%62%75%60%85%72%63%68%59%50%49%100%58%89%64%

6161-**229*43-6-22NET: Dissatisfied
9%18%9%-%8%12%14%12%4%21%20%-%23%-%14%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*bacb*aba*d*c*baSignificance Level: 95%
1138162325605471225493681264147Unweighted total
*771220258745813245113131082158Weighted total

---23-986-86-**614Very Dissatisfied
-%-%-%14%16%-%10%17%7%-%17%5%-%14%2%7%9%

a

--*115125126--*78Fairly Dissatisfied
-%-%7%5%6%19%1%5%6%4%5%5%-%-%5%8%5%

Neither Satisfied Nor
-15-1416101241016*-31026Dissatisfied
-%13%64%-%5%16%18%21%15%12%21%14%17%-%34%12%16%

*4*51183316291616451123761Fairly Satisfied
100%62%4%48%55%31%37%35%36%49%35%40%51%32%20%45%39%

-214282292011930*242139Very Satisfied
-%26%20%31%10%32%25%19%25%33%19%27%16%54%36%26%25%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--**1*718*19*-*29OUT)
-%-%6%1%7%2%8%1%10%1%1%8%15%-%4%3%6%

c

*629131655254927257613658100NET: Satisfied
100%87%24%79%65%63%63%55%61%83%55%67%68%86%56%71%64%

--*24510101111012-*11222NET: Dissatisfied
-%-%7%20%23%19%12%23%13%4%23%11%-%14%6%15%14%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
-441032112681398811771147Unweighted total
-48110211379149588480158Weighted total

-68310311*-3-914Very Dissatisfied
-%13%7%15%8%35%7%9%-%31%-%12%9%

-7226-81-*-78Fairly Dissatisfied
-%14%2%12%4%-%6%23%-%6%-%8%5%

a

Neither Satisfied Nor
-7184211251-31926Dissatisfied
-%16%17%21%16%14%17%27%-%32%33%11%16%

-1249457160231-2761Fairly Satisfied
-%25%45%17%42%15%40%32%45%17%-%34%39%

b

-1227534138*4122339Very Satisfied
-%25%25%26%25%17%25%9%50%12%55%29%25%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-452828-***59OUT)
-%8%5%9%5%19%5%-%5%2%12%6%6%

-2477991398272250100NET: Satisfied
-%50%70%43%67%32%65%41%95%29%55%62%64%

b

-1396163192-3-1622NET: Dissatisfied
-%26%9%27%12%35%13%32%-%37%-%20%14%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbac*baSignificance Level: 95%
29139644245994495485144106140572565147Unweighted total
23150674615997484979157107152602177158Weighted total

41459-465211148148*514Very Dissatisfied
19%9%8%19%-%6%6%10%5%14%9%8%9%13%1%7%9%

a

1844*475458683*58Fairly Dissatisfied
6%6%6%8%36%7%7%10%8%6%5%6%6%5%2%7%5%

Neither Satisfied Nor
120165-9153682518241241026Dissatisfied
3%14%24%12%-%16%15%5%13%11%16%17%16%19%19%13%16%

f

9602319*154617202361366023112761Fairly Satisfied
39%40%34%41%14%25%47%35%41%30%39%34%40%39%53%35%39%

d

739148122211412253932361332339Very Satisfied
32%26%21%17%50%37%22%29%25%32%25%31%24%22%16%29%25%

c

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*841-525469691279OUT)
2%5%6%3%-%9%3%10%7%8%6%6%6%1%9%9%6%

161003727137673132481006897371449100NET: Satisfied
71%67%56%59%64%62%69%65%66%61%64%64%64%61%69%64%64%

522912*81397162214221111022NET: Dissatisfied
24%15%14%27%36%13%13%20%13%20%14%13%15%18%3%14%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cba*cba*fedcbac*b*abaSignificance Level: 95%
2393312314183-14512014513014412042294112147Unweighted total
2998301815589-153119157135156125626100118158Weighted total

*1121148-149149145-6131114Very Dissatisfied
1%12%7%5%9%8%-%9%8%9%7%9%4%-%22%13%9%9%

35**85-878885-3858Fairly Dissatisfied
11%5%2%3%5%6%-%5%6%5%6%5%4%-%12%8%4%5%

Neither Satisfied Nor
4157*2612-2321262126201691626Dissatisfied

13%15%24%1%17%13%-%15%18%16%15%16%16%23%22%9%14%16%

16388106140-60456155615146414761Fairly Satisfied
55%38%25%58%39%45%-%39%38%39%41%39%41%58%24%42%40%39%

5241163921-39313934393415243439Very Satisfied
16%24%35%34%25%24%-%26%26%25%25%25%27%20%20%24%29%25%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
162-83-959899--369OUT)
4%6%8%-%5%3%-%6%4%6%6%6%7%-%-%3%5%6%

216118169961-99761008999855126581100NET: Satisfied
71%63%60%92%64%69%-%64%64%64%66%64%68%77%44%66%68%64%

316212213-221622182210-9211522NET: Dissatisfied
11%17%8%8%14%15%-%14%14%14%13%14%8%-%34%21%13%14%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 70  (continuation)                                                                                                                                                                        Page 764

The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*baba*babac*b*aSignificance Level: 95%
2913114630693144391081121916147Unweighted total
3513215525703154411171251716158Weighted total

6--147--1411295-14Very Dissatisfied
17%-%-%9%28%-%-%9%3%11%7%29%-%9%

a

43-811-8365-48Fairly Dissatisfied
11%23%-%5%2%2%-%5%6%5%4%-%23%5%

Neither Satisfied Nor
62-2687-261015211426Dissatisfied

16%15%-%17%30%10%-%17%26%13%17%3%28%16%

a

842597301601744486761Fairly Satisfied
23%29%100%38%29%42%41%39%42%38%39%35%44%39%

84-39327237832335139Very Satisfied
22%32%-%25%10%38%59%24%19%27%27%31%3%25%

b

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
4*-9-5-9279**9OUT)

11%1%-%6%-%8%-%6%5%6%7%2%1%6%

1682981057397257682117100NET: Satisfied
46%61%100%63%39%80%100%63%60%65%65%66%47%64%

b

103-2281-22418135422NET: Dissatisfied
28%23%-%14%31%2%-%14%9%16%11%29%23%14%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects)
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
37324236138147Unweighted total
27424345*42158Weighted total

*527-614Very Dissatisfied
1%12%5%15%-%14%9%

d

3*-5-28Fairly Dissatisfied
11%*%-%12%-%4%5%

bb

Neither Satisfied Nor
37123*726Dissatisfied

12%16%28%8%100%17%16%

a

13151518-1261Fairly Satisfied
49%36%35%39%-%28%39%

591212-1239Very Satisfied
20%22%29%27%-%28%25%

Have not Contacted / Not
Applicable (DO NOT READ

-------OUT)
-%-%-%-%-%-%-%

Don't Know (DO NOT READ
262--49OUT)
8%14%4%-%-%9%6%

a

19242730-24100NET: Satisfied
69%58%63%66%-%56%64%

35212-822NET: Dissatisfied
11%12%5%26%-%18%14%

b
Columns Tested: a,b - a,b,c,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 respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



Aspects
The staff beingProfessionalism and handling

polite and courteousof any query / complaint

baSignificance Level: 95%
147145Unweighted total
158156Weighted total

1425Very Dissatisfied
9%16%

b

836Fairly Dissatisfied
5%23%

b

Neither Satisfied Nor
2638Dissatisfied
16%24%

6133Fairly Satisfied
39%21%

a

3914Very Satisfied
25%9%

a

Have not Contacted / Not
Applicable (DO NOT READ

--OUT)
-%-%

Don't Know (DO NOT READ
99OUT)
6%6%

10047NET: Satisfied
64%30%

a

2262NET: Dissatisfied
14%40%

b
Columns Tested: a,b

Ofcom; Business Postal Tracker
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QRM5. SUMMARY. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the following aspects ...
Base: All respondents who have experienced a problem with their service from Royal Mail in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
958197195213961151061411219474133781563Unweighted total

134669708010213322628012488155153861564Weighted total

964483131528246215112Very low
7%5%5%10%3%10%7%10%1%5%4%14%5%7%

eeieeecdeiklm

19496813183842111634148217Quite low
14%13%8%9%13%13%17%15%9%18%22%9%9%14%

kkjkabejk

479292225453868934527646038556Neither low nor high
36%42%32%32%44%29%30%33%36%31%42%39%45%36%

ghjghjghj

387182825264571803726353730457Quite high
29%26%40%31%26%34%32%29%30%29%23%24%35%29%

bcfilm

180991413173334301413215212Very high
13%13%13%17%13%13%15%12%24%16%8%14%6%14%

aabcfhiklma

Don't Know (DO NOT READ
1011-12-3-12*-11OUT)

1%1%1%-%1%1%-%1%-%1%2%*%-%1%

56726373940621041146640485835669NET: High
42%39%53%48%39%47%46%41%54%45%31%38%41%43%

bcfilmcccbcfilm

290131016173154701320403512328NET: Low
22%18%14%20%16%23%24%25%10%22%26%23%14%21%

ekeekekekeekek

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7757883835187245118065774354128231621251563Unweighted total
7558096381440150166182360140221361211564Weighted total

47644*131085452331155112Very low
6%8%6%5%4%7%7%8%6%6%2%2%11%4%7%

dad

9911881252099310452432415217Quite low
13%15%13%13%17%12%14%14%12%13%17%15%17%12%14%

263292243516531221361304984254556Neither low nor high
35%36%39%37%37%40%35%33%44%36%35%37%31%44%36%

bg

240217173410441187231134154333457Quite high
32%27%26%31%25%26%29%28%28%31%29%24%31%27%29%

a

10211010126202999482051313212Very high
14%14%15%14%17%15%13%15%11%13%14%21%9%11%14%

Don't Know (DO NOT READ
38*--*116--3-*211OUT)
*%1%1%-%-%1%1%1%-%-%2%-%*%1%1%

ee

3423262646166432873216161105546669NET: High
45%40%42%45%42%41%43%43%39%45%44%45%41%38%43%

a

1461821213731714714692743819328NET: Low
19%23%19%18%21%18%21%22%17%19%19%17%28%16%21%

ae

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3607416818326978839472544439411694695736381563Unweighted total
3236012115825792729576350729512701670737461564Weighted total

-19169865354432357635956112Very low
-%4%16%13%6%3%7%12%6%6%12%6%22%7%12%8%7%

abcfabcfbabaac

-6101626391194611951461713812101217Quite low
-%27%16%13%17%15%13%16%16%10%16%13%17%11%16%14%14%

abdaa

-424415911231210128217210145432914254556Neither low nor high
-%18%40%34%38%44%34%34%37%34%34%36%20%42%19%34%36%

fffadffbdb

31012344564284862161558637122128224457Quite high
100%43%20%28%28%25%31%29%28%31%29%29%13%30%38%30%29%

abcdeddd

-15141833138249990241884511105212Very high
-%7%8%11%12%13%15%8%13%18%8%15%28%7%15%14%14%

cbcbac

Don't Know (DO NOT READ
-*-**2923629-3-611OUT)
-%2%-%*%*%1%1%1%*%1%1%1%-%4%-%1%1%

a

3111748639642211031424511055962639328669NET: High
100%50%28%40%40%37%46%37%41%48%37%44%40%37%53%44%43%

ebebcbc

-71932354718481163848124761321158328NET: Low
-%30%32%26%22%18%20%28%21%17%28%19%39%18%28%21%21%

babbabaaac

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*edcbaSignificance Level: 95%
-28712761311432831480293148755981563Unweighted total
-28512801271437841480222947565821564Weighted total

-2686111017105243842112Very low
-%9%7%8%7%8%7%9%14%6%15%7%7%

a

-511653118619198736491217Quite low
-%18%13%24%13%23%13%33%9%13%7%16%14%

aaa

-984574850832523651724208556Neither low nor high
-%35%36%38%35%39%35%29%19%36%42%36%36%

d

-7538230427214375171114163457Quite high
-%26%30%24%30%24%29%22%58%23%25%28%29%

abc

-32179720452071*10674212Very high
-%11%14%6%14%6%14%3%1%21%11%13%14%

bbdd

Don't Know (DO NOT READ
-210-11-111-1-411OUT)
-%1%1%-%1%-%1%4%-%3%-%1%1%

-10756138631266435172020237669NET: High
-%38%44%30%44%30%43%24%58%43%36%41%43%

bbb

-77251412872630397912133328NET: Low
-%27%20%33%20%31%20%42%23%19%22%23%21%

aaa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1631495459349194101101289507658149997714714362658521563Unweighted total
1081496462324103971067276453619150190914754442578461564Weighted total

810827211376222475310663105411651112Very low
8%7%6%7%9%9%6%8%10%9%7%7%7%9%6%6%7%

abcgga

192136858*521364256852101402065436122217Quite low
18%14%15%18%2%13%13%15%12%14%14%15%14%12%14%14%14%

335331601026149415106159216536328527150101302556Neither low nor high
31%36%35%32%58%38%39%39%35%35%36%36%36%34%39%36%36%

324321479231143027812618643426642713778236457Quite high
30%29%32%28%26%29%28%28%28%30%29%29%29%31%30%28%29%

151985846*441452662752031051996125126212Very high
14%13%13%14%1%11%14%9%14%12%14%12%13%14%10%15%14%

fb

Don't Know (DO NOT READ
*1124*272231171111911OUT)
*%1%*%1%4%*%1%1%*%1%1%1%1%*%1%1%1%

476302051383157447104188261637371625198102362669NET: High
43%42%45%43%27%40%42%38%42%42%42%41%42%45%40%43%43%

283219480189198651041383162033129652174328NET: Low
26%21%20%25%11%22%19%23%23%22%21%22%21%22%20%21%21%

gg
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
19911741862051533799-15321222154513461539137637141104412051563Unweighted total
19911721881761537801-1535119415431321153713774413799512031564Weighted total

326614810948-1088311189111815248072112Very low
16%6%7%5%7%6%-%7%7%7%7%7%6%12%17%8%6%7%

abc

321602542213128-2121822111902111741627145175217Quite low
16%14%13%24%14%16%-%14%15%14%14%14%13%36%20%15%15%14%

abacc

744057264548275-5464035554865514921049368436556Neither low nor high
37%35%39%37%36%34%-%36%34%36%37%36%36%22%36%37%36%36%

423654943450255-4493624533844524141332283346457Quite high
21%31%26%24%29%32%-%29%30%29%29%29%30%29%24%28%29%29%

cc

15169281720692-208154204163204205*5111164212Very high
7%14%15%10%13%11%-%14%13%13%12%13%15%*%4%11%14%14%

ccab

Don't Know (DO NOT READ
47*1113-111188811-*71111OUT)
2%1%*%1%1%*%-%1%1%1%1%1%1%-%*%1%1%1%

b

565347760656347-6575166575476556181337394509669NET: High
28%46%41%34%43%43%-%43%43%43%41%43%45%30%27%40%42%43%

cccca

642263850322176-3212653222793222552151226247328NET: Low
32%19%20%29%21%22%-%21%22%21%21%21%19%48%37%23%21%21%

ababcc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
203501278285781244129143455210111333941201563Unweighted total
20052127529078121314414205769881336841321564Weighted total

2226744205071042587881311112Very low
11%4%5%15%26%4%5%7%4%9%7%15%8%7%

babc

351315265241189208721441681429217Quite low
18%24%12%22%30%10%6%15%13%15%13%17%22%14%

babc

711044710912430515051943624833140556Neither low nor high
36%19%35%38%15%35%35%36%34%37%36%37%31%36%

ab

45224084915409384191922653981838457Quite high
23%43%32%17%19%34%26%30%33%27%30%22%29%29%

baba

2551902152013917289122191613212Very high
12%10%15%7%7%17%27%12%15%12%14%7%10%14%

abab

Don't Know (DO NOT READ
2-9235*114882111OUT)
1%-%1%1%3%*%*%1%1%1%1%2%1%1%

a

70275997020610775922813875892451669NET: High
35%52%47%24%25%50%53%42%49%39%44%29%38%43%

babaab

57152201094416816312972322562740328NET: Low
28%28%17%38%56%14%11%22%17%23%19%33%30%21%

babbcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
39939339138052221563Unweighted total
40239238938172191564Weighted total

26352328-24112Very low
7%9%6%7%-%11%7%

50417253433217Quite low
12%10%19%14%52%15%14%

cd

139147129141275556Neither low nor high
35%37%33%37%23%34%36%

127108110113158457Quite high
32%28%28%30%18%26%29%

57605243*28212Very high
14%15%13%11%6%13%14%

Don't Know (DO NOT READ
3143-211OUT)
1%*%1%1%-%1%1%

184168161156286669NET: High
46%43%41%41%24%39%43%

76769581457328NET: Low
19%19%24%21%52%26%21%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*ml*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-201-----------201Unweighted total
-70-----------70Weighted total

-4-----------4Very good
-%5%-%-%-%-%-%-%-%-%-%-%-%5%

-10-----------10Fairly good
-%15%-%-%-%-%-%-%-%-%-%-%-%15%

-17-----------17Neither good nor poor
-%24%-%-%-%-%-%-%-%-%-%-%-%24%

-17-----------17Fairly poor
-%24%-%-%-%-%-%-%-%-%-%-%-%24%

-18-----------18Very poor
-%26%-%-%-%-%-%-%-%-%-%-%-%26%

-4-----------4Don't know
-%5%-%-%-%-%-%-%-%-%-%-%-%5%

-14-----------14NET: Good
-%20%-%-%-%-%-%-%-%-%-%-%-%20%

-35-----------35NET: Poor
-%51%-%-%-%-%-%-%-%-%-%-%-%51%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
103985361037148859521022317201Unweighted total

373361146430318417770Weighted total

221-**33-*-*-*4Very good
5%6%11%-%19%11%5%10%-%1%-%75%-%2%5%

e

641-*19511*-1210Fairly good
18%11%18%-%9%24%14%16%20%6%3%-%21%25%15%

982**1157161-2117Neither good nor poor
25%24%31%50%39%26%24%22%22%31%24%-%26%19%24%

971**1168*41-1217Fairly poor
26%22%18%18%12%20%25%28%14%23%35%-%17%23%24%

7111**1176161*2218Very poor
19%35%19%32%21%16%27%21%30%33%26%25%29%25%26%

b

3**--*31*1*-**4Don't know
9%1%2%-%-%3%5%2%14%7%13%-%7%6%5%

a

862-*112811**1214NET: Good
22%18%29%-%28%35%19%27%20%6%3%75%21%27%20%

ae

16192**133151102*3335NET: Poor
45%57%37%50%33%36%52%49%44%56%61%25%46%48%51%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*dc*bacbaba*d*c*baSignificance Level: 95%
-8192432288663815763138614978201Unweighted total
-15610123518292318521333270Weighted total

-*-*1-2*21*3-*-24Very good
-%8%-%7%7%-%7%2%8%5%2%7%-%3%-%7%5%

--1211642547*11510Fairly good
-%-%11%34%6%9%18%21%6%20%21%12%11%20%16%15%15%

bb

-*11348476413-11717Neither good nor poor
-%8%20%16%27%34%23%21%25%27%21%26%-%35%28%23%24%

-*11239485413*-*917Fairly poor
-%17%11%25%23%28%25%22%28%21%22%25%35%-%3%29%24%

-131437595513112718Very poor
-%57%51%11%37%25%21%29%30%20%29%26%54%31%53%21%26%

-***-*211213-*-14Don't know
-%9%8%7%-%4%6%5%3%8%5%5%-%12%-%4%5%

-*12119446410*11714NET: Good
-%8%11%41%13%9%25%23%14%25%23%19%11%23%16%23%20%

-132661691799261121635NET: Poor
-%74%62%36%60%54%46%51%58%41%51%50%89%31%56%50%51%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
43316414187101913351280201Unweighted total
1115846636611242770Weighted total

-*3*3-4---*14Very good
-%4%6%10%5%-%6%-%-%-%5%4%5%

-28110191--*310Fairly good
-%23%14%14%15%27%14%81%-%-%12%11%15%

-314116116-**3517Neither good nor poor
-%32%24%23%24%16%25%-%36%30%65%18%24%

-215*17-17*--1817Fairly poor
-%16%26%3%25%-%25%19%-%-%15%29%24%

-316118118-*1*1018Very poor
-%25%27%17%27%17%27%-%64%70%3%35%26%

1-21212----14Don't know
100%-%4%33%3%40%3%-%-%-%-%3%5%

-3111131131--1414NET: Good
-%27%19%24%20%27%20%81%-%-%17%15%20%

-431134135**111835NET: Poor
-%42%53%20%52%17%52%19%64%70%18%64%51%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6819454462551454874931921381875334112201Unweighted total
216719141194917243166476418114070Weighted total

1411-*3*114341124Very good
4%6%3%7%-%1%5%1%5%3%6%6%6%5%6%6%5%

31042-27234106921710Fairly good
16%15%19%14%-%11%15%14%11%13%15%13%14%12%12%17%15%

61663-611548161115521017Neither good nor poor
27%24%34%18%-%30%23%31%19%26%24%23%24%29%15%26%24%

51643151247716121543917Fairly poor
24%23%22%21%100%25%25%22%28%23%24%25%24%20%30%23%24%

51835-613571018131754918Very poor
25%27%18%37%-%31%26%29%28%32%27%28%27%29%34%24%26%

141*-121214341*24Don't know
4%5%5%3%-%3%5%3%9%3%5%6%6%6%4%5%5%

41443-2103451491332914NET: Good
20%21%22%21%-%12%21%15%16%16%21%18%20%17%18%22%20%

1134881112591317332532971835NET: Poor
49%50%40%58%100%56%51%51%56%55%50%53%51%48%64%47%51%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*acba*fedcbac*b*abaSignificance Level: 95%
22162176919891-200161199178198174418153145201Unweighted total

8565226933-70566961696116514970Weighted total

*3-141-424343-1324Very good
6%6%-%7%5%4%-%5%4%5%5%5%5%-%9%6%5%5%

28*3104-108109109**7810Fairly good
22%14%8%15%15%13%-%15%15%15%15%15%15%8%7%13%17%15%

11517169-171316131614*2111317Neither good nor poor
17%26%13%31%24%26%-%24%24%23%22%24%24%30%38%22%25%24%

31315169-171417161615-2131317Fairly poor
33%24%12%20%24%27%-%24%24%24%26%24%25%-%32%25%26%24%

21436188-1816181718171*151218Very poor
23%25%49%25%27%25%-%26%29%27%27%27%28%62%7%30%25%26%

-31*41-424342-*214Don't know
-%5%17%2%5%4%-%5%3%5%5%5%3%-%8%4%2%5%

211*5146-141114121412*191114NET: Good
27%20%8%22%20%17%-%20%19%20%20%20%21%8%16%18%22%20%

5273103518-35303533353212282535NET: Poor
55%49%62%45%51%53%-%51%54%51%53%51%53%62%39%55%51%51%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*babac*b*aSignificance Level: 95%
3221702721741718458143181811201Unweighted total
1116091617632149633370Weighted total

*-4--4-4224-*4Very good
4%-%6%-%-%6%-%6%8%4%6%-%6%5%

2-10*-1019379**10Fairly good
23%-%16%5%-%16%18%14%16%14%14%18%14%15%

3-143-1631451216*117Neither good nor poor
31%-%23%36%-%26%44%22%23%25%25%8%24%24%

1-161-15*1651216**17Fairly poor
12%-%26%15%-%25%7%26%23%25%26%19%3%24%

21144115217514161118Very poor
18%100%24%45%100%24%25%27%23%28%25%51%29%26%

1-2--2*3123*14Don't know
13%-%4%-%-%4%6%5%6%5%4%4%24%5%

3-14*-131135912*114NET: Good
27%-%23%5%-%22%18%20%25%18%20%18%20%20%

313051302331026322135NET: Poor
29%100%50%59%100%49%31%53%46%52%51%69%32%51%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
48555939-30201Unweighted total
18191914-1070Weighted total

1111-*4Very good
4%3%5%11%-%4%5%

2223-210Fairly good
13%11%12%25%-%20%15%

4554-317Neither good nor poor
23%23%25%27%-%29%24%

7442-117Fairly poor
37%23%20%15%-%11%24%

a

4762-218Very poor
21%36%33%12%-%23%26%

aa

*111-14Don't know
3%4%4%11%-%13%5%

3335-214NET: Good
17%14%18%36%-%24%20%

bcd

1011104-335NET: Poor
58%58%53%27%-%34%51%

aaa
Columns Tested: a,b - a,b,c,d
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QNI.  It currently costs 97p to send a standard letter from Northern Ireland to the Republic of Ireland.  How would you rate this service in terms of value for money?
Base: NI customers only

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
19411-1343233-25Unweighted total
251**-2552173-27Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1Fairly Dissatisfied
5%-%-%-%-%-%-%-%78%-%-%-%-%5%

Neither Satisfied Nor
3*--------2*-3Dissatisfied

10%29%-%-%-%-%-%-%-%-%33%5%-%11%

15*----55**5--15Fairly Satisfied
61%9%-%-%-%-%100%93%22%12%67%-%-%58%

6***-2-*-1-3-7Very Satisfied
24%33%100%100%-%100%-%7%-%88%-%95%-%25%

Don't Know (DO NOT READ
-*-----------*OUT)
-%29%-%-%-%-%-%-%-%-%-%-%-%2%

211**-255*153-22NET: Satisfied
85%42%100%100%-%100%100%100%22%100%67%95%-%83%

1-------1----1NET: Dissatisfied
5%-%-%-%-%-%-%-%78%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
16910226158171-5125Unweighted total
13132**12513162-3127Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----11------1Fairly Dissatisfied
9%-%-%-%-%-%5%10%-%-%-%-%-%-%5%

Neither Satisfied Nor
12*--*32-*--*-3Dissatisfied
4%18%10%-%-%17%11%19%-%6%-%-%5%-%11%

881***158-5--3-15Fairly Satisfied
57%58%54%65%100%33%58%58%-%78%-%-%89%-%58%

331*-*62112-*17Very Satisfied
26%24%36%35%-%49%24%13%100%9%100%-%5%100%25%

Don't Know (DO NOT READ
*-----*--*----*OUT)
3%-%-%-%-%-%2%-%-%6%-%-%-%-%2%

11111**1219162-3122NET: Satisfied
83%82%90%100%100%83%82%71%100%87%100%-%95%100%83%

1-----11------1NET: Dissatisfied
9%-%-%-%-%-%5%10%-%-%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1214116101231015422825Unweighted total
-*1*5111051845221*11527Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----1--1--1----1Fairly Dissatisfied
-%-%-%-%-%11%-%-%7%-%-%6%-%-%-%-%5%

Neither Satisfied Nor
----*2*-3--3*--33Dissatisfied
-%-%-%-%9%21%2%-%17%-%-%13%26%-%-%18%11%

-**-33101122115**-1015Fairly Satisfied
-%100%22%-%57%25%97%14%69%58%14%67%57%51%-%63%58%

--**24*41243***37Very Satisfied
-%-%78%100%34%39%2%77%8%42%77%14%16%49%53%18%25%

Don't Know (DO NOT READ
-----*-*--*---*-*OUT)
-%-%-%-%-%4%-%9%-%-%9%-%-%-%47%-%2%

-*1*47104144418***1222NET: Satisfied
-%100%100%100%91%64%98%91%76%100%91%81%74%100%53%82%83%

-----1--1--1----1NET: Dissatisfied
-%-%-%-%-%11%-%-%7%-%-%6%-%-%-%-%5%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Table 74  (continuation)                                                                                                                                                                        Page 786

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-25-817223-1211925Unweighted total
-27-522*26-*1*2227Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-1----11Fairly Dissatisfied
-%5%-%-%6%-%5%-%-%-%-%6%5%

Neither Satisfied Nor
-3-*3-3----33Dissatisfied
-%11%-%3%13%-%11%-%-%-%-%13%11%

-15-313*15-*-*1315Fairly Satisfied
-%58%-%56%58%50%58%-%100%-%100%57%58%

-7-25*6--1-57Very Satisfied
-%25%-%41%21%50%25%-%-%100%-%22%25%

Don't Know (DO NOT READ
-*--*-*----**OUT)
-%2%-%-%2%-%2%-%-%-%-%2%2%

-22-517*22-*1*1722NET: Satisfied
-%83%-%97%79%100%82%-%100%100%100%79%83%

-1--1-1----11NET: Dissatisfied
-%5%-%-%6%-%5%-%-%-%-%6%5%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
4251813-10226820252225811625Unweighted total
3271814-92239162721271021427Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111--111-11-11--1Fairly Dissatisfied
46%5%7%-%-%14%6%44%-%8%5%-%5%13%-%-%5%

Neither Satisfied Nor
-3*3-*3*31313--33Dissatisfied
-%11%2%20%-%2%13%14%33%4%11%3%11%-%-%21%11%

*15108-511*5815131552815Fairly Satisfied
5%58%60%56%-%57%49%6%60%51%58%63%58%50%100%56%58%

1753-271157773-37Very Satisfied
49%25%29%24%-%23%31%20%7%34%25%32%25%33%-%24%25%

Don't Know (DO NOT READ
-**--***-*****--*OUT)
-%2%2%-%-%4%2%14%-%3%2%2%2%4%-%-%2%

1221511-7171613222022821122NET: Satisfied
54%83%88%80%-%80%79%27%67%86%83%95%83%83%100%79%83%

111--111-11-11--1NET: Dissatisfied
46%5%7%-%-%14%6%44%-%8%5%-%5%13%-%-%5%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
116882416-252325252522-3192125Unweighted total
1131262718-272427272724-3212127Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1--111111---11Fairly Dissatisfied
-%9%-%-%5%-%-%5%5%5%5%5%5%-%-%-%6%5%

Neither Satisfied Nor
-3--33-333333--333Dissatisfied
-%22%-%-%11%16%-%11%12%11%11%11%13%-%-%12%14%11%

-61051513-151515151515--131015Fairly Satisfied
-%41%82%89%57%71%-%58%64%58%58%58%65%-%-%61%49%58%

132172-747774-3567Very Satisfied
100%24%18%11%25%11%-%25%17%25%25%25%15%-%100%24%29%25%

Don't Know (DO NOT READ
-*--**-******--***OUT)
-%3%-%-%2%2%-%2%2%2%2%2%2%-%-%2%2%2%

191262215-222022222219-3181722NET: Satisfied
100%65%100%100%82%82%-%83%81%83%83%83%80%-%100%86%78%83%

-1--1--111111---11NET: Dissatisfied
-%9%-%-%5%-%-%5%5%5%5%5%5%-%-%-%6%5%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
214169216-25421163625Unweighted total
2521710*18-27620182727Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11----1-11--1Fairly Dissatisfied
-%61%8%-%-%-%-%5%-%6%7%-%-%5%

Neither Satisfied Nor
3**3-*-3-3*-33Dissatisfied

11%8%2%26%-%2%-%11%-%15%2%-%37%11%

15*105*13-1551013*315Fairly Satisfied
62%8%60%53%62%70%-%58%80%51%70%10%37%58%

6*52*5-7153227Very Satisfied
25%23%27%21%38%25%-%25%20%27%18%90%25%25%

Don't Know (DO NOT READ
*-*--*-*-**--*OUT)
2%-%2%-%-%2%-%2%-%2%2%-%-%2%

211157*17-22616162422NET: Satisfied
87%31%87%74%100%95%-%83%100%77%88%100%63%83%

-11----1-11--1NET: Dissatisfied
-%61%8%-%-%-%-%5%-%6%7%-%-%5%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1364212025Unweighted total
1536412227Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-1--1-1Fairly Dissatisfied
-%50%-%-%100%-%5%

Neither Satisfied Nor
21----3Dissatisfied

16%22%-%-%-%-%11%

10*32-1515Fairly Satisfied
70%5%44%66%-%70%58%

2*31-77Very Satisfied
14%7%56%34%-%30%25%

Don't Know (DO NOT READ
-*----*OUT)
-%16%-%-%-%-%2%

12*64-2222NET: Satisfied
84%12%100%100%-%100%83%

-1--1-1NET: Dissatisfied
-%50%-%-%100%-%5%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DHL?
Base: All who use DHL and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
18554-2411214332Unweighted total
15112-253***1319Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Fairly Dissatisfied
-%-%-%26%-%-%-%-%-%-%-%-%-%2%

Neither Satisfied Nor
**-------*---*Dissatisfied
1%9%-%-%-%-%-%-%-%44%-%-%-%1%

6111-23-*-*1*8Fairly Satisfied
39%73%66%48%-%100%50%-%100%-%100%74%5%44%

9*1*--33-*-*310Very Satisfied
60%18%34%26%-%-%50%100%-%56%-%26%95%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

14111-253***1318NET: Satisfied
99%91%100%74%-%100%100%100%100%56%100%100%100%96%

---*---------*NET: Dissatisfied
-%-%-%26%-%-%-%-%-%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
151717188158-62112232Unweighted total
1093*11167-2**5319Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-----*-*Fairly Dissatisfied
-%5%-%-%-%-%3%-%-%-%-%-%9%-%2%

Neither Satisfied Nor
***-**---*--*-*Dissatisfied
1%2%10%-%12%8%-%-%-%10%-%-%2%-%1%

542*1174-1*-2*8Fairly Satisfied
48%40%59%100%52%62%41%57%-%81%78%-%46%14%44%

551-1*93-***2210Very Satisfied
51%54%31%-%36%30%56%43%-%9%22%100%43%86%52%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1093*11167-2**5318NET: Satisfied
99%93%90%100%88%92%97%100%-%90%100%100%89%100%96%

-*----*-----*-*NET: Dissatisfied
-%5%-%-%-%-%3%-%-%-%-%-%9%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2519411181221814523832Unweighted total
-11*211481018111111019Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*--*---*-*Fairly Dissatisfied
-%72%-%-%-%-%-%6%-%-%6%-%-%-%45%-%2%

Neither Satisfied Nor
-*--*--*--*-*---*Dissatisfied
-%28%-%-%5%-%-%3%-%-%3%-%38%-%-%-%1%

--1*21552153*1138Fairly Satisfied
-%-%86%100%76%45%37%63%23%100%63%29%23%100%55%28%44%

--*-*1928-28*--710Very Satisfied
-%-%14%-%19%55%63%28%77%-%28%71%39%-%-%72%52%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1*21147101711*111018NET: Satisfied
-%-%100%100%95%100%100%91%100%100%91%100%62%100%55%100%96%

-*-----*--*---*-*NET: Dissatisfied
-%72%-%-%-%-%-%6%-%-%6%-%-%-%45%-%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
131-18141121--491732Unweighted total
*19-136109--151419Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*---*-*Fairly Dissatisfied
-%2%-%-%8%-%5%-%-%-%10%-%2%

Neither Satisfied Nor
-*-****---*-*Dissatisfied
-%2%-%1%3%1%2%-%-%-%6%-%1%

*8-6253--*448Fairly Satisfied
100%43%-%48%34%54%34%-%-%51%79%30%44%

-10-7346--**910Very Satisfied
-%53%-%51%55%45%59%-%-%49%5%70%52%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*18-13599--141418NET: Satisfied
100%96%-%99%90%99%93%-%-%100%84%100%96%

-*--*-*---*-*NET: Dissatisfied
-%2%-%-%8%-%5%-%-%-%10%-%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*e*dc*b*a*c*b*aSignificance Level: 95%
123119332428191228302229691732Unweighted total

4191211171611817171217351119Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--********-*-*Fairly Dissatisfied
-%2%4%-%-%3%3%4%6%3%3%4%3%-%9%-%2%

Neither Satisfied Nor
***--*********-**Dissatisfied
7%2%1%-%-%2%2%3%2%2%2%2%2%6%-%1%1%

18611684388582428Fairly Satisfied
24%43%48%100%78%38%50%35%35%46%47%40%46%79%83%17%44%

3106-*107748868**910Very Satisfied
69%53%46%-%22%58%45%58%57%50%48%53%50%15%8%82%52%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4181211161511716171116341118NET: Satisfied
93%96%95%100%100%96%95%93%92%96%96%94%96%94%91%99%96%

-**--********-*-*NET: Dissatisfied
-%2%4%-%-%3%3%4%6%3%3%4%3%-%9%-%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fe*dcba*c*b*a*b*aSignificance Level: 95%
4171193223-32293230322515212532Unweighted total
38821913-19181917191522131319Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-*--*****--**-*Fairly Dissatisfied
-%-%6%-%2%-%-%2%2%2%3%2%-%-%29%3%-%2%

Neither Satisfied Nor
-*****-******-****Dissatisfied
-%1%2%13%1%2%-%1%2%1%2%1%1%-%11%2%2%1%

135183-888887-1558Fairly Satisfied
30%33%61%47%44%23%-%44%44%44%49%44%48%-%36%35%37%44%

25211010-10101081082*8810Very Satisfied
70%66%31%40%52%75%-%52%52%52%47%52%52%100%25%59%61%52%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

38721812-18181816181521131318NET: Satisfied
100%99%92%87%96%98%-%96%96%96%96%96%99%100%61%94%98%96%

--*-*--*****--**-*NET: Dissatisfied
-%-%6%-%2%-%-%2%2%2%3%2%-%-%29%3%-%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
248229-19131626243532Unweighted total
136145-12*19217121619Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**--*Fairly Dissatisfied
-%8%-%10%-%4%-%2%-%3%4%-%-%2%

Neither Satisfied Nor
****-*-*-***-*Dissatisfied
1%3%1%4%-%2%-%2%-%2%1%34%-%1%

5353-6-8175*38Fairly Satisfied
40%53%37%60%-%54%-%45%56%42%44%66%41%44%

8291-5*10196-410Very Satisfied
59%36%62%26%-%40%100%51%44%53%51%-%59%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

135144-11*1821612*618NET: Satisfied
99%89%99%86%-%94%100%96%100%96%95%66%100%96%

-*-*-*-*-**--*NET: Dissatisfied
-%8%-%10%-%4%-%2%-%3%4%-%-%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
9481112932Unweighted total
5265*1819Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

---**-*Fairly Dissatisfied
-%-%-%8%100%-%2%

Neither Satisfied Nor
*-----*Dissatisfied
5%-%-%-%-%-%1%

3212-88Fairly Satisfied
62%93%18%32%-%46%44%

2*53-1010Very Satisfied
33%7%82%59%-%54%52%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

5265-1818NET: Satisfied
95%100%100%92%-%100%96%

---**-*NET: Dissatisfied
-%-%-%8%100%-%2%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from TNT?
Base: All who use TNT and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9---11-31--129Unweighted total

13---12-51--2213Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----------22Fairly Dissatisfied
13%-%-%-%-%-%-%-%-%-%-%-%90%13%

Neither Satisfied Nor
*-----------**Dissatisfied
1%-%-%-%-%-%-%-%-%-%-%-%10%1%

7----2-5-----7Fairly Satisfied
51%-%-%-%-%100%-%93%-%-%-%-%-%51%

4---1--*1--2-4Very Satisfied
35%-%-%-%100%-%-%7%100%-%-%100%-%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11---12-51--2-11NET: Satisfied
86%-%-%-%100%100%-%100%100%-%-%100%-%86%

2-----------22NET: Dissatisfied
13%-%-%-%-%-%-%-%-%-%-%-%90%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 76                                                                                                                                                                                        Page 800

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
452-2-72-4-12-9Unweighted total
671-1-123-4-24-13Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2Fairly Dissatisfied
29%-%-%-%-%-%13%51%-%-%-%-%-%-%13%

Neither Satisfied Nor
-**-*----*----*Dissatisfied
-%3%35%-%35%-%-%-%-%4%-%-%-%-%1%

24----7--3-22-7Fairly Satisfied
43%58%-%-%-%-%53%-%-%58%-%100%65%-%51%

23*-*-42-2--1-4Very Satisfied
29%40%65%-%65%-%33%49%-%38%-%-%35%-%35%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

47*-*-112-4-24-11NET: Satisfied
71%97%65%-%65%-%87%49%-%96%-%100%100%-%86%

2-----22------2NET: Dissatisfied
29%-%-%-%-%-%13%51%-%-%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-4454-5411159Unweighted total
---*-5867-67**2913Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2--2--2----2Fairly Dissatisfied
-%-%-%-%-%34%-%-%24%-%-%24%-%-%-%-%13%

Neither Satisfied Nor
-----*-*--*--*--*Dissatisfied
-%-%-%-%-%4%-%3%-%-%3%-%-%100%-%-%1%

-----2542-42--257Fairly Satisfied
-%-%-%-%-%34%64%69%35%-%69%35%-%-%100%55%51%

---*-1323-23*--44Very Satisfied
-%-%-%100%-%27%36%27%41%-%27%41%100%-%-%45%35%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-3865-65*-2911NET: Satisfied
-%-%-%100%-%62%100%97%76%-%97%76%100%-%100%100%86%

-----2--2--2----2NET: Dissatisfied
-%-%-%-%-%34%-%-%24%-%-%24%-%-%-%-%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 76  (continuation)                                                                                                                                                                        Page 802

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-9-5454111-69Unweighted total
-13-8576*1*-1113Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2----22Fairly Dissatisfied
-%13%-%-%35%-%28%-%-%-%-%15%13%

Neither Satisfied Nor
-*--*-**----*Dissatisfied
-%1%-%-%4%-%3%100%-%-%-%-%1%

-7-7-42----77Fairly Satisfied
-%51%-%80%-%59%42%-%-%-%-%60%51%

-4-2332-1*-34Very Satisfied
-%35%-%20%61%41%27%-%100%100%-%26%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11-8374-1*-911NET: Satisfied
-%86%-%100%61%100%69%-%100%100%-%85%86%

-2--2-2----22NET: Dissatisfied
-%13%-%-%35%-%28%-%-%-%-%15%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 76  (continuation)                                                                                                                                                                        Page 803

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1753-673387572169Unweighted total
2964-8116411959121013Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2222--2--2222-2-2Fairly Dissatisfied
100%18%27%37%-%-%15%-%-%14%18%33%18%-%100%-%13%

Neither Satisfied Nor
-**--**-******--*Dissatisfied
-%2%3%-%-%2%2%-%4%2%2%4%2%13%-%-%1%

-4---775474-4--77Fairly Satisfied
-%45%-%-%-%78%59%79%96%58%45%-%45%-%-%67%51%

-343-231-33331-34Very Satisfied
-%35%69%63%-%19%25%21%-%26%35%64%35%87%-%33%35%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-743-8964107371-1011NET: Satisfied
-%80%69%63%-%98%84%100%96%84%80%64%80%87%-%100%86%

2222--2--2222-2-2NET: Dissatisfied
100%18%27%37%-%-%15%-%-%14%18%33%18%-%100%-%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 76  (continuation)                                                                                                                                                                        Page 804

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-72196-99979612579Unweighted total
-1122139-13131391311*26913Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2222-222222--222Fairly Dissatisfied
-%-%90%100%13%19%-%13%13%13%18%13%15%-%-%26%18%13%

Neither Satisfied Nor
--*-**-*****-*-***Dissatisfied
-%-%10%-%1%2%-%1%1%1%2%1%-%100%-%3%2%1%

-7--74-777475-2447Fairly Satisfied
-%60%-%-%51%49%-%51%51%51%45%51%46%-%82%65%45%51%

-4--43-444344-**34Very Satisfied
-%40%-%-%35%30%-%35%35%35%35%35%39%-%18%6%35%35%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--117-1111117119-24711NET: Satisfied
-%100%-%-%86%79%-%86%86%86%80%86%85%-%100%71%80%86%

--2222-222222--222NET: Dissatisfied
-%-%90%100%13%19%-%13%13%13%18%13%15%-%-%26%18%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 76  (continuation)                                                                                                                                                                        Page 805

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
6372-6-9452-79Unweighted total
9494-7-13583-1013Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-22---22Fairly Dissatisfied
-%38%18%-%-%25%-%13%34%-%-%-%16%13%

Neither Satisfied Nor
-**--*-**---**Dissatisfied
-%4%2%-%-%3%-%1%4%-%-%-%2%1%

4243-2-725--77Fairly Satisfied
48%57%45%66%-%25%-%51%34%61%-%-%66%51%

4-31-3-4133-24Very Satisfied
52%-%35%34%-%48%-%35%27%39%100%-%16%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9274-5-11383-811NET: Satisfied
100%57%80%100%-%73%-%86%62%100%100%-%82%86%

-22--2-22---22NET: Dissatisfied
-%38%18%-%-%25%-%13%34%-%-%-%16%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 76  (continuation)                                                                                                                                                                        Page 806

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
234179Unweighted total
34521113Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

2--2-2Fairly Dissatisfied
50%-%-%100%-%13%

Neither Satisfied Nor
-*---*Dissatisfied
-%4%-%-%-%1%

232-77Fairly Satisfied
50%59%45%-%60%51%

-23-44Very Satisfied
-%36%55%-%40%35%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

245-1111NET: Satisfied
50%96%100%-%100%86%

2--2-2NET: Dissatisfied
50%-%-%100%-%13%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 76  (continuation)                                                                                                                                                                        Page 807

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UK Mail?
Base: All who use UK Mail and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
20131-3331124325Unweighted total
30*1*-3871133332Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2Fairly Dissatisfied
8%-%-%-%-%-%-%33%-%-%-%-%-%7%

Neither Satisfied Nor
*-----------**Dissatisfied
1%-%-%-%-%-%-%-%-%-%-%-%6%1%

16*1--282--3-117Fairly Satisfied
53%100%70%-%-%46%100%33%-%-%100%-%42%54%

11-**-2-211-3212Very Satisfied
38%-%30%100%-%54%-%33%100%100%-%100%52%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

27*1*-3851133330NET: Satisfied
91%100%100%100%-%100%100%67%100%100%100%100%94%92%

2------2-----2NET: Dissatisfied
8%-%-%-%-%-%-%33%-%-%-%-%-%7%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 77                                                                                                                                                                                        Page 808

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1695113203114--4125Unweighted total
2391**1313220--4332Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----2-----2-2Fairly Dissatisfied
-%26%-%-%-%-%8%-%-%-%-%-%55%-%7%

Neither Satisfied Nor
*-*--*--------*Dissatisfied
1%-%21%-%-%34%-%-%-%-%-%-%-%-%1%

153*--*172-12---317Fairly Satisfied
63%29%21%-%-%34%55%57%-%63%-%-%-%100%54%

841***12127--2-12Very Satisfied
36%45%58%100%100%31%38%43%100%37%-%-%45%-%38%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2371***293220--2330NET: Satisfied
99%74%79%100%100%66%92%100%100%100%-%-%45%100%92%

-2----2-----2-2NET: Dissatisfied
-%26%-%-%-%-%8%-%-%-%-%-%55%-%7%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 809

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-126358187-187-24925Unweighted total
-3464882210-2210-331532Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2--2--2----22Fairly Dissatisfied
-%-%-%-%62%-%-%11%-%-%11%-%-%-%-%16%7%

Neither Satisfied Nor
---*---*--*-----*Dissatisfied
-%-%-%3%-%-%-%1%-%-%1%-%-%-%-%-%1%

-33514*152-152-2*917Fairly Satisfied
-%100%67%87%38%58%6%70%19%-%70%19%-%93%18%58%54%

--11-3748-48-*2412Very Satisfied
-%-%33%10%-%42%94%18%81%-%18%81%-%7%82%26%38%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3461881910-1910-331330NET: Satisfied
-%100%100%97%38%100%100%88%100%-%88%100%-%100%100%84%92%

----2--2--2----22NET: Dissatisfied
-%-%-%-%62%-%-%11%-%-%11%-%-%-%-%16%7%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 810

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
223-1411111452221125Unweighted total
330-1814151774411332Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-2---2--2Fairly Dissatisfied
-%8%-%13%-%16%-%-%-%59%-%-%7%

Neither Satisfied Nor
-*--*-*---*-*Dissatisfied
-%1%-%-%1%-%1%-%-%-%31%-%1%

215-989863--417Fairly Satisfied
94%50%-%52%56%59%49%95%71%-%-%32%54%

*12-6649*12*912Very Satisfied
6%41%-%35%43%25%50%5%29%41%69%68%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

327-15141217742*1330NET: Satisfied
100%91%-%87%99%84%99%100%100%41%69%100%92%

-2-2-2---2--2NET: Dissatisfied
-%8%-%13%-%16%-%-%-%59%-%-%7%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 811

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
72215311816111020231623107825Unweighted total
62718322324151525292029914832Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2---222-2222-2-2Fairly Dissatisfied
-%9%-%-%-%10%10%16%-%10%8%12%8%-%17%-%7%

Neither Satisfied Nor
***--********--**Dissatisfied
3%1%1%-%-%1%1%1%1%1%1%1%1%-%-%2%1%

31710*-13137101317121779*17Fairly Satisfied
46%64%55%16%-%55%52%49%69%51%61%60%61%79%66%6%54%

3783289541095923812Very Satisfied
51%26%44%84%100%34%37%34%30%38%30%27%30%21%18%92%38%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62418322122121422261726912830NET: Satisfied
97%90%99%100%100%89%89%82%99%90%91%87%91%100%83%98%92%

-2---222-2222-2-2NET: Dissatisfied
-%9%-%-%-%10%10%16%-%10%8%12%8%-%17%-%7%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 812

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
119592416-2523252325221-131825Unweighted total
*275133119-3229323032272-172232Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2--222222--2-2Fairly Dissatisfied
-%9%-%-%8%-%-%7%8%7%8%7%9%-%-%14%-%7%

Neither Satisfied Nor
*--***-******--***Dissatisfied

100%-%-%1%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

-14391710-1717171717122-121517Fairly Satisfied
-%53%57%69%56%53%-%54%59%54%56%54%46%100%-%74%68%54%

-1024119-12912111212--2712Very Satisfied
-%38%43%29%35%47%-%38%32%38%36%38%45%-%-%10%31%38%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-245132819-3026302830252-142230NET: Satisfied
-%91%100%99%92%99%-%92%91%92%91%92%90%100%-%85%99%92%

-2--2--222222--2-2NET: Dissatisfied
-%9%-%-%8%-%-%7%8%7%8%7%9%-%-%14%-%7%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 813

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2141763162231015164425Unweighted total
2572184222301517224332Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-2-22--2-2Fairly Dissatisfied
-%34%-%29%-%11%-%8%15%-%-%56%-%7%

Neither Satisfied Nor
*-*--*-**--*-*Dissatisfied
1%-%1%-%-%1%-%1%1%-%-%4%-%1%

14315--14215710111317Fairly Satisfied
57%42%69%-%-%62%100%50%48%59%49%29%82%54%

1126646-126711*112Very Satisfied
42%24%30%71%100%27%-%41%36%41%51%11%18%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2552164202281317222330NET: Satisfied
99%66%99%71%100%88%100%91%83%100%100%40%100%92%

-2-2-2-22--2-2NET: Dissatisfied
-%34%-%29%-%11%-%8%15%-%-%56%-%7%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 814

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1224712325Unweighted total
1237923032Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

2---2-2Fairly Dissatisfied
20%-%-%-%100%-%7%

Neither Satisfied Nor
---*--*Dissatisfied
-%-%-%2%-%-%1%

4346-1717Fairly Satisfied
33%88%57%66%-%58%54%

6*33-1212Very Satisfied
48%12%43%32%-%42%38%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

10379-3030NET: Satisfied
80%100%100%98%-%100%92%

2---2-2NET: Dissatisfied
20%-%-%-%100%-%7%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 77  (continuation)                                                                                                                                                                        Page 815

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from UPS?
Base: All who use UPS and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6--111--13---7Unweighted total
5--*12--*2---5Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2--**---2Fairly Satisfied
41%-%-%-%-%100%-%-%100%11%-%-%-%37%

3--*1----1---3Very Satisfied
59%-%-%100%100%-%-%-%-%89%-%-%-%63%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5--*12--*2---5NET: Satisfied
100%-%-%100%100%100%-%-%100%100%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 78                                                                                                                                                                                        Page 816

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
343-1241-31-2-7Unweighted total
321-**5*-3*-2-5Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2**--*2--2--*-2Fairly Satisfied
56%8%61%-%-%100%34%-%-%59%-%-%11%-%37%

12*-*-3*-1*-1-3Very Satisfied
44%92%39%-%100%-%66%100%-%41%100%-%89%-%63%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

321-**5*-3*-2-5NET: Satisfied
100%100%100%-%100%100%100%100%-%100%100%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 817

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-2-1343-431--47Unweighted total
-*-1-*424-242--35Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*2*2-*22--*2Fairly Satisfied
-%-%-%12%-%100%46%19%46%-%19%46%100%-%-%5%37%

-*-1--212-12---33Very Satisfied
-%100%-%88%-%-%54%81%54%-%81%54%-%-%-%95%63%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-1-*424-242--35NET: Satisfied
-%100%-%100%-%100%100%100%100%-%100%100%100%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 818

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
16-4343-1-247Unweighted total
14-3232-*-145Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-2--*-*22Fairly Satisfied
-%51%-%58%-%58%-%-%100%-%12%44%37%

12-1212---123Very Satisfied
100%49%-%42%100%42%100%-%-%-%88%56%63%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

14-3232-*-145NET: Satisfied
100%100%-%100%100%100%100%-%100%-%100%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 819

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1631-643466552147Unweighted total
141*-522244431*45Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*--22*22222-*22Fairly Satisfied
-%51%20%-%-%41%81%22%90%51%51%48%74%-%100%49%37%

121*-3*1*22211-23Very Satisfied
100%49%80%100%-%59%19%78%10%49%49%52%26%100%-%51%63%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

141*-522244431*45NET: Satisfied
100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 820

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
133273-767675--347Unweighted total
213252-555452--235Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--2--22222*--*22Fairly Satisfied
100%43%-%-%37%-%-%37%35%37%51%37%15%-%-%9%72%37%

-*3232-333232--213Very Satisfied
-%57%100%100%63%100%-%63%65%63%49%63%85%-%-%91%28%63%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

213252-555452--235NET: Satisfied
100%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 821

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
613314-7344127Unweighted total
5*1322-5332*35Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2**22*-2*2**22Fairly Satisfied
35%100%43%53%100%17%-%37%6%72%8%100%53%37%

3-*1-2-3312-13Very Satisfied
65%-%57%47%-%83%-%63%94%28%92%-%47%63%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*1322-5332*35NET: Satisfied
100%100%100%100%100%100%-%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 822

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
412--77Unweighted total
222--55Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

*2---22Fairly Satisfied
17%100%-%-%-%37%37%

2-2--33Very Satisfied
83%-%100%-%-%63%63%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

222--55NET: Satisfied
100%100%100%-%-%100%100%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 823

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Yodel?
Base: All who use Yodel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2754333242333439Unweighted total
4321143591385547Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
4-**-2----2--5Dissatisfied

10%-%29%32%-%48%-%-%-%-%30%-%-%10%

272-*125913-3329Fairly Satisfied
63%78%-%32%32%48%100%98%100%92%-%64%74%61%

12*1*3*-*-*62114Very Satisfied
28%22%71%36%68%5%-%2%-%8%70%36%26%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3921142591365543NET: Satisfied
90%100%71%68%100%52%100%100%100%100%70%100%100%90%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 79                                                                                                                                                                                        Page 824

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
152461-533101122-9339Unweighted total
19281*-146112181-9547Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-5----52-2*---5Dissatisfied
-%17%-%-%-%-%11%23%-%12%68%-%-%-%10%

1811*--*294-10*-6529Fairly Satisfied
94%39%34%-%-%42%61%39%-%58%32%-%70%100%61%

1121*-*13425--3-14Very Satisfied
6%44%66%100%-%58%28%38%100%30%-%-%30%-%29%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

19231*-1428216*-9543NET: Satisfied
100%83%100%100%-%100%89%77%100%88%32%-%100%100%90%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 825

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2-141117181741821-331539Unweighted total
-1-*11124231952324-332347Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----23*23*4---55Dissatisfied
-%-%-%-%-%18%12%2%9%57%2%19%-%-%-%21%10%

---*1715151221514-331229Fairly Satisfied
-%-%-%100%59%58%60%66%62%33%66%56%-%100%97%53%61%

-1--13786*86--*614Very Satisfied
-%100%-%-%41%23%28%33%29%10%33%25%-%-%3%26%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-*1921231822320-331943NET: Satisfied
-%100%-%100%100%82%88%98%91%43%98%81%-%100%100%79%90%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 826

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*ba*ba*e*d*c*b*aSignificance Level: 95%
237-93083145262139Unweighted total
443-1235113766352647Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-5-*4*4---*45Dissatisfied
-%11%-%3%13%4%12%-%-%-%8%17%10%

128-72162335311729Fairly Satisfied
29%64%-%61%61%56%62%45%78%100%18%65%61%

311-494941-4514Very Satisfied
71%25%-%35%27%41%25%55%22%-%74%18%29%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

438-1231103266352243NET: Satisfied
100%89%-%97%87%96%88%100%100%100%92%83%90%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 827

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
10351714-24281415323429321581639Unweighted total
10381815-322518154236313116102147Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-5*4-*2-25555-235Dissatisfied
-%13%2%30%-%1%10%-%11%11%14%16%16%-%16%15%10%

523116-2216138252017181071329Fairly Satisfied
51%60%63%43%-%69%65%73%53%60%57%56%58%60%65%60%61%

51164-1065513119862514Very Satisfied
49%28%34%27%-%30%25%27%36%30%30%28%26%40%18%25%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10341710-32231813383126261681843NET: Satisfied
100%87%98%70%-%99%90%100%89%89%86%84%84%100%84%85%90%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 828

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcba*c*b*a*baSignificance Level: 95%
9191173828-39363834382935233039Unweighted total

11172074733-47444740473059243347Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-5-253-5355514--55Dissatisfied
-%28%-%35%10%9%-%10%6%10%12%10%3%91%-%-%15%10%

581542918-292829252921-7161829Fairly Satisfied
51%48%77%55%61%55%-%61%63%61%62%61%69%-%81%66%54%61%

54411312-14141310139*281014Very Satisfied
49%23%23%9%28%37%-%29%31%28%26%28%29%9%19%34%31%29%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11122044231-434142354229*9242843NET: Satisfied
100%72%100%65%90%91%-%90%94%90%88%90%97%9%100%100%85%90%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 829

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
36327101284351029239739Unweighted total
4343211*334449392981047Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
5*5-*223-54-*5Dissatisfied

10%10%15%-%100%6%44%7%-%13%16%-%4%10%

254208-23-29623175729Fairly Satisfied
58%90%62%70%-%71%-%66%65%60%57%61%71%61%

14-73-821231183314Very Satisfied
32%-%23%30%-%23%56%26%35%27%27%39%25%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3942711-312409342481043NET: Satisfied
90%90%85%100%-%94%56%93%100%87%84%100%96%90%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 830

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
101685-3539Unweighted total

920108-4347Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
2**2--5Dissatisfied

18%2%4%31%-%-%10%

61364-2929Fairly Satisfied
63%66%55%53%-%68%61%

2741-1414Very Satisfied
19%32%41%16%-%32%29%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

820105-4343NET: Satisfied
82%98%96%69%-%100%90%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 79  (continuation)                                                                                                                                                                        Page 831

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcelforce?
Base: All who use Parcelforce and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
19131141331-4224Unweighted total
29*1**63741-5331Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3------3-----3Dissatisfied
9%-%-%-%-%-%-%34%-%-%-%-%-%8%

11----23311-*211Fairly Satisfied
38%-%-%-%-%27%100%34%33%100%-%4%57%36%

15*1**4-23--5117Very Satisfied
53%100%100%100%100%73%-%33%67%-%-%96%43%56%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

27*1**63541-5328NET: Satisfied
91%100%100%100%100%100%100%66%100%100%-%100%100%92%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
10143--3216110114124Unweighted total
1417*--*308210127*31Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3-----33------3Dissatisfied

18%-%-%-%-%-%8%31%-%-%-%-%-%-%8%

65*--*113-3-24-11Fairly Satisfied
42%31%34%-%-%34%36%33%-%29%-%100%54%-%36%

612*--*173271-3*17Very Satisfied
40%69%66%-%-%66%56%36%100%71%100%-%46%100%56%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1217*--*286210127*28NET: Satisfied
82%100%100%-%-%100%92%69%100%100%100%100%100%100%92%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 833

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--2325109123915---1724Unweighted total
--334315111651120---2231Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------3-3--3---33Dissatisfied
-%-%-%-%-%-%16%-%16%-%-%12%-%-%-%11%8%

--311*654256---911Fairly Satisfied
-%-%92%39%34%6%38%48%28%36%48%30%-%-%-%42%36%

--*2237593512---1117Very Satisfied
-%-%8%61%66%94%46%52%56%64%52%58%-%-%-%47%56%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--334313111351118---2028NET: Satisfied
-%-%100%100%100%100%84%100%84%100%100%88%-%-%-%89%92%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 834

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
222-915519-2221724Unweighted total
229-1219526-4122331Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-3-3--3----33Dissatisfied
-%9%-%21%-%-%10%-%-%-%-%11%8%

-11--11-11-3--711Fairly Satisfied
-%38%-%-%59%-%43%-%62%-%-%32%36%

216-98512-2121317Very Satisfied
100%53%-%79%41%100%47%-%38%100%100%57%56%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

227-919523-4122028NET: Satisfied
100%91%-%79%100%100%90%-%100%100%100%89%92%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 835

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
6241391131212722211921124824Unweighted total
931171121611157292624261471031Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-333-----3333--33Dissatisfied
-%8%15%23%-%-%-%-%-%9%10%10%10%-%-%25%8%

31143-73811099973211Fairly Satisfied
29%36%25%28%-%42%27%54%17%33%36%39%36%48%40%17%36%

617106298761714121474617Very Satisfied
71%56%60%50%100%58%73%46%83%59%55%51%55%52%60%58%56%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9281592161115727242224147728NET: Satisfied
100%92%85%77%100%100%100%100%100%91%90%90%90%100%100%75%92%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 836

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
214882414-23202416241524181324Unweighted total
41512123118-29253120312117241931Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--3333-33333--3333Dissatisfied
-%-%21%22%8%14%-%9%10%8%12%8%-%-%36%11%13%8%

3444114-1181161110*111711Fairly Satisfied
61%30%35%33%36%21%-%38%32%36%28%36%45%29%18%47%34%36%

210551712-161517121712*3101017Very Satisfied
39%70%44%46%56%65%-%54%58%56%60%56%55%71%46%43%52%56%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4151092816-27232818282114211728NET: Satisfied
100%100%79%78%92%86%-%91%90%92%88%92%100%100%64%89%87%92%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 837

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
213157215-241212136524Unweighted total
256209223-3119121111931Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
3-3--3-3-3-3-3Dissatisfied

10%-%13%-%-%11%-%8%-%21%-%24%-%8%

748319-118335311Fairly Satisfied
28%73%40%32%76%38%-%36%41%29%32%48%27%36%

16296*11-1711673717Very Satisfied
62%27%47%68%24%51%-%56%59%51%68%28%73%56%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

236189220-281910118928NET: Satisfied
90%100%87%100%100%89%-%92%100%79%100%76%100%92%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 838

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
6585-2324Unweighted total
76107-2831Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
--3---3Dissatisfied
-%-%25%-%-%-%8%

3151-1111Fairly Satisfied
51%20%49%17%-%39%36%

3536-1717Very Satisfied
49%80%26%83%-%61%56%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

7687-2828NET: Satisfied
100%100%75%100%-%100%92%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 839

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Hermes?
Base: All who use Hermes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12122--2-1223217Unweighted total
14**1--3-1152215Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2----------2-2Dissatisfied

11%-%-%-%-%-%-%-%-%-%-%83%-%10%

5***-----*5**6Fairly Satisfied
37%100%49%53%-%-%-%-%-%12%100%8%9%39%

7-**--3-11-*28Very Satisfied
52%-%51%47%-%-%100%-%100%88%-%9%91%51%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13**1--3-115*214NET: Satisfied
89%100%100%100%-%-%100%-%100%100%100%17%100%90%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 81                                                                                                                                                                                        Page 840

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
898-359218--6-17Unweighted total
4121-*114329--1-15Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2----2--2----2Dissatisfied
-%14%-%-%-%-%11%-%-%17%-%-%-%-%10%

*61-**5*22--1-6Fairly Satisfied
10%49%53%-%100%30%37%6%100%26%-%-%90%-%39%

441--173-5--*-8Very Satisfied
90%38%47%-%-%70%52%94%-%57%-%-%10%-%51%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4101-*113328--1-14NET: Satisfied
100%86%100%-%100%100%89%100%100%83%-%-%100%-%90%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 841

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-213227116-116121517Unweighted total
-1*4326115-115*3*515Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---2----2--2---22Dissatisfied
-%-%-%37%-%-%-%-%33%-%-%33%-%-%-%31%10%

-***2*333-33*3-*6Fairly Satisfied
-%33%100%3%95%27%42%31%56%-%31%56%100%100%-%9%39%

-*-3*1471-71--*38Very Satisfied
-%67%-%60%5%73%58%69%11%-%69%11%-%-%100%60%51%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*3326113-113*3*414NET: Satisfied
-%100%100%63%100%100%100%100%67%-%100%67%100%100%100%69%90%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 842

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
116-143894411717Unweighted total
*15-1057944*2615Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2-2-2----2-2Dissatisfied
-%10%-%15%-%23%-%-%-%-%100%-%10%

-6-15*6**--66Fairly Satisfied
-%40%-%7%100%4%65%5%4%-%-%98%39%

*8-8-5344*-*8Very Satisfied
100%50%-%78%-%73%35%95%96%100%-%2%51%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*13-955944*-614NET: Satisfied
100%90%-%85%100%77%100%100%100%100%-%100%90%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 843

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
415132-15121351716141392617Unweighted total
31215*-15101511514131112*415Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22--222-222-2--2Dissatisfied
-%13%10%-%-%10%16%11%-%10%11%12%-%13%-%-%10%

*66*-646*66663*36Fairly Satisfied
11%48%38%100%-%38%37%38%49%39%43%43%55%27%51%75%39%

358--848*86657*18Very Satisfied
89%39%51%-%-%52%46%51%51%51%45%45%45%59%49%25%51%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31113*-1481311412111110*414NET: Satisfied
100%87%90%100%-%90%84%89%100%90%89%88%100%87%100%100%90%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 81  (continuation)                                                                                                                                                                        Page 844

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
28771710-16151715171313111217Unweighted total
16971511-1514151415121371015Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--2222-222222--2-2Dissatisfied
-%-%17%21%10%14%-%10%11%10%11%10%13%-%-%23%-%10%

*5*366-666666-*166Fairly Satisfied
33%95%5%43%39%51%-%40%43%39%44%39%48%-%4%11%57%39%

**7384-86868513448Very Satisfied
67%5%78%36%51%35%-%50%45%51%45%51%39%100%96%66%43%51%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

16861410-1312141214111351014NET: Satisfied
100%100%83%79%90%86%-%90%89%90%89%90%87%100%100%77%100%90%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
125115112-178975517Unweighted total
124114*11-157965515Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22----2-2-2-2Dissatisfied
-%41%15%-%-%-%-%10%-%18%-%31%-%10%

5133*3-63351*6Fairly Satisfied
44%21%30%63%100%32%-%39%41%37%92%11%4%39%

6162-7-844*358Very Satisfied
56%38%55%37%-%68%-%51%59%46%8%58%96%51%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12294*11-147764514NET: Satisfied
100%59%85%100%100%100%-%90%100%82%100%69%100%90%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
8432-1617Unweighted total
726*-1415Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
--2---2Dissatisfied
-%-%28%-%-%-%10%

6*---66Fairly Satisfied
76%16%-%-%-%43%39%

224*-88Very Satisfied
24%84%72%100%-%57%51%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

724*-1414NET: Satisfied
100%100%72%100%-%100%90%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from FedEx?
Base: All who use FedEx and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
511--1111--1-7Unweighted total
3**--***1--1-4Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1Fairly Dissatisfied
41%-%-%-%-%-%-%-%100%-%-%-%-%32%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*----**---1-2Fairly Satisfied
54%100%-%-%-%-%100%100%-%-%-%100%-%54%

--*----------*Very Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%10%

Don't Know (DO NOT READ
*----*-------*OUT)
5%-%-%-%-%100%-%-%-%-%-%-%-%4%

2**---**---1-3NET: Satisfied
54%100%100%-%-%-%100%100%-%-%-%100%-%64%

1-------1----1NET: Dissatisfied
41%-%-%-%-%-%-%-%100%-%-%-%-%32%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
343-1243-1-11-7Unweighted total
131-**32-*-**-4Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1-------1Fairly Dissatisfied
-%43%-%-%-%-%38%-%-%-%-%-%-%-%32%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12*-**22----*-2Fairly Satisfied
60%51%73%-%100%63%50%100%-%-%-%-%100%-%54%

*-----*----*--*Very Satisfied
40%-%-%-%-%-%12%-%-%-%-%100%-%-%10%

Don't Know (DO NOT READ
-**--*---*----*OUT)
-%5%27%-%-%37%-%-%-%100%-%-%-%-%4%

12*-**22---**-3NET: Satisfied
100%51%73%-%100%63%62%100%-%-%-%100%100%-%64%

-1----1-------1NET: Dissatisfied
-%43%-%-%-%-%38%-%-%-%-%-%-%-%32%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2--1-44124311-47Unweighted total
-*--1-22*222**-24Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1--1--1-----1Fairly Dissatisfied
-%-%-%-%100%-%-%62%-%-%62%-%-%-%-%-%32%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----21*112-*-22Fairly Satisfied
-%51%-%-%-%-%83%30%100%75%30%79%-%100%-%83%54%

------*--*-*---**Very Satisfied
-%-%-%-%-%-%17%-%-%25%-%21%-%-%-%17%10%

Don't Know (DO NOT READ
-*-----*--*-*---*OUT)
-%49%-%-%-%-%-%8%-%-%8%-%100%-%-%-%4%

-*----21*212-*-23NET: Satisfied
-%51%-%-%-%-%100%30%100%100%30%100%-%100%-%100%64%

----1--1--1-----1NET: Dissatisfied
-%-%-%-%100%-%-%62%-%-%62%-%-%-%-%-%32%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-7-344311-147Unweighted total
-4-22221*-*24Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1-1----1Fairly Dissatisfied
-%32%-%60%-%56%-%100%-%-%-%-%32%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*2*2---*22Fairly Satisfied
-%54%-%21%91%20%100%-%-%-%100%80%54%

-*-*-*-----**Very Satisfied
-%10%-%19%-%18%-%-%-%-%-%20%10%

Don't Know (DO NOT READ
-*--**--*---*OUT)
-%4%-%-%9%7%-%-%100%-%-%-%4%

-3-1212---*23NET: Satisfied
-%64%-%40%91%38%100%-%-%-%100%100%64%

-1-1-1-1----1NET: Dissatisfied
-%32%-%60%-%56%-%100%-%-%-%-%32%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1752-543376562147Unweighted total
*431-323144241*24Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--111-11111--1Fairly Dissatisfied
-%32%50%-%-%39%56%43%-%32%36%56%36%89%-%-%32%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*21*-2*2*22*2-*22Fairly Satisfied
100%54%28%39%-%56%20%57%23%54%48%19%48%-%100%83%54%

-***--*-*****--**Very Satisfied
-%10%16%61%-%-%18%-%56%10%12%18%12%-%-%17%10%

Don't Know (DO NOT READ
-**--**-******--*OUT)
-%4%6%-%-%5%7%-%22%4%5%7%5%11%-%-%4%

*311-21213212-*23NET: Satisfied
100%64%44%100%-%56%38%57%78%64%59%37%59%-%100%100%64%

-11--111-11111--1NET: Dissatisfied
-%32%50%-%-%39%56%43%-%32%36%56%36%89%-%-%32%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-61276-777776--667Unweighted total
-4*144-444444--444Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111--111Fairly Dissatisfied
-%34%-%-%32%34%-%32%32%32%32%32%34%-%-%36%36%32%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-122-222222--222Fairly Satisfied
-%56%-%100%54%56%-%54%54%54%54%54%50%-%-%60%48%54%

-*--**-******---**Very Satisfied
-%11%-%-%10%11%-%10%10%10%10%10%11%-%-%-%12%10%

Don't Know (DO NOT READ
--*-*--******--***OUT)
-%-%100%-%4%-%-%4%4%4%4%4%4%-%-%4%5%4%

-3-133-333332--223NET: Satisfied
-%66%-%100%64%66%-%64%64%64%64%64%61%-%-%60%59%64%

-1--11-111111--111NET: Dissatisfied
-%34%-%-%32%34%-%32%32%32%32%32%34%-%-%36%36%32%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 82  (continuation)                                                                                                                                                                        Page 853

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
436115-7254127Unweighted total
1331*3-4*42*24Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--1-1-1--11Fairly Dissatisfied
-%48%47%-%-%39%-%32%-%36%-%-%74%32%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1111*2-2*22-*2Fairly Satisfied
56%52%32%100%100%56%-%54%63%52%80%-%26%54%

*-*----*-**--*Very Satisfied
32%-%15%-%-%-%-%10%-%12%20%-%-%10%

Don't Know (DO NOT READ
*-*--*-**--*-*OUT)

12%-%6%-%-%5%-%4%37%-%-%100%-%4%

1111*2-3*22-*3NET: Satisfied
88%52%47%100%100%56%-%64%63%64%100%-%26%64%

-11--1-1-1--11NET: Dissatisfied
-%48%47%-%-%39%-%32%-%36%-%-%74%32%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
313157Unweighted total
1*3134Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

--11-1Fairly Dissatisfied
-%-%43%100%-%32%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

**2-22Fairly Satisfied
23%100%57%-%84%54%

*---**Very Satisfied
56%-%-%-%16%10%

Don't Know (DO NOT READ
*----*OUT)

22%-%-%-%-%4%

1*2-33NET: Satisfied
78%100%57%-%100%64%

--11-1NET: Dissatisfied
-%-%43%100%-%32%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from City Link Post?
Base: All who use City Link Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
741---111211-12Unweighted total
72*---*31**2-9Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-------1----1Dissatisfied

19%-%-%-%-%-%-%-%100%-%-%-%-%15%

4-*---*3-*---4Fairly Satisfied
54%-%100%-%-%-%100%100%-%100%-%-%-%43%

22--------*2-4Very Satisfied
27%100%-%-%-%-%-%-%-%-%100%100%-%42%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

52*---*3-**2-7NET: Satisfied
81%100%100%-%-%-%100%100%-%100%100%100%-%85%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
395--57831----12Unweighted total
261--18612----9Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1----11------1Dissatisfied
-%20%-%-%-%-%16%20%-%-%-%-%-%-%15%

*31--133*-----4Fairly Satisfied
8%56%79%-%-%79%39%52%67%-%-%-%-%-%43%

21*--*32*2----4Very Satisfied
92%24%21%-%-%21%44%28%33%100%-%-%-%-%42%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

251--16512----7NET: Satisfied
100%80%100%-%-%100%84%80%100%100%-%-%-%-%85%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2431-293-93-1-112Unweighted total
-142*-253-53-*-*9Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---1----1--1----1Dissatisfied
-%-%-%68%-%-%-%-%38%-%-%38%-%-%-%-%15%

-*3-*--4--4--*-*4Fairly Satisfied
-%19%88%-%100%-%-%71%-%-%71%-%-%100%-%100%43%

-**1--222-22----4Very Satisfied
-%81%12%32%-%-%100%29%62%-%29%62%-%-%-%-%42%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-141*-252-52-*-*7NET: Satisfied
-%100%100%32%100%-%100%100%62%-%100%62%-%100%-%100%85%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 83  (continuation)                                                                                                                                                                        Page 858

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-12-6648-113412Unweighted total
-9-3527-**429Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1--11------1Dissatisfied
-%15%-%-%24%63%-%-%-%-%-%-%15%

-4-*4*4-*-3*4Fairly Satisfied
-%43%-%5%67%8%54%-%100%-%88%14%43%

-4-3*13--**24Very Satisfied
-%42%-%95%9%29%46%-%-%100%12%86%42%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-3417-**427NET: Satisfied
-%85%-%100%76%37%100%-%100%100%100%100%85%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
21235-410-4812121291212Unweighted total
1923-48-469996*29Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1----1---1111--1Dissatisfied
-%15%-%-%-%-%16%-%-%-%15%15%15%20%-%-%15%

-4-*-34-344444*-4Fairly Satisfied
-%43%-%18%-%85%48%-%95%57%43%43%43%56%100%-%43%

1422-13-*34441-24Very Satisfied
100%42%100%82%-%15%36%-%5%43%42%42%42%24%-%100%42%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1723-46-467775*27NET: Satisfied
100%85%100%100%-%100%84%-%100%100%85%85%85%80%100%100%85%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11012128-121112121211-181012Unweighted total
*8*197-989998-*869Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1--11-111111--111Dissatisfied
-%15%-%-%15%18%-%15%15%15%15%15%15%-%-%17%19%15%

-3*-43-444444-*344Fairly Satisfied
-%43%100%-%43%50%-%43%45%43%43%43%42%-%100%44%57%43%

*3-142-434444--324Very Satisfied
100%42%-%100%42%33%-%42%39%42%42%42%43%-%-%39%24%42%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*7*176-777777-*657NET: Satisfied
100%85%100%100%85%82%-%85%85%85%85%85%85%-%100%83%81%85%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
111931811111110-112Unweighted total

8*81*5*8*88-*9Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-1----1-11--1Dissatisfied

15%-%16%-%-%-%-%15%-%16%16%-%-%15%

3*3*-3*4-44-*4Fairly Satisfied
42%100%41%68%-%66%100%42%-%46%45%-%100%43%

4-3**2-4*33--4Very Satisfied
43%-%43%32%100%34%-%43%100%39%40%-%-%42%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*71*5*7*77-*7NET: Satisfied
85%100%84%100%100%100%100%85%100%84%84%-%100%85%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
65-1-1112Unweighted total
44-*-79Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
1-----1Dissatisfied

30%-%-%-%-%-%15%

*3-*-44Fairly Satisfied
9%76%-%100%-%51%43%

31---44Very Satisfied
62%24%-%-%-%49%42%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

34-*-77NET: Satisfied
70%100%-%100%-%100%85%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DX?
Base: All who use DX and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
311---1-1-1--5Unweighted total
4**---3-*-*--4Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-------*--1Fairly Satisfied
10%-%100%-%-%-%-%-%-%-%100%-%-%18%

3*----3-*----4Very Satisfied
90%100%-%-%-%-%100%-%100%-%-%-%-%82%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4**---3-*-*--4NET: Satisfied
100%100%100%-%-%-%100%-%100%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
322--23-1-4---5Unweighted total
411--14-*-4---4Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--**---1---1Fairly Satisfied
12%67%67%-%-%67%12%-%-%-%20%-%-%-%18%

3**--*3-*-3---4Very Satisfied
88%33%33%-%-%33%88%-%100%-%80%-%-%-%82%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

411--14-*-4---4NET: Satisfied
100%100%100%-%-%100%100%-%100%-%100%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--12-2-23-23--115Unweighted total
--*3-1-14-14--*34Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*-**-**--*-1Fairly Satisfied
-%-%100%-%-%67%-%53%10%-%53%10%-%-%100%-%18%

---3-*-*3-*3---34Very Satisfied
-%-%-%100%-%33%-%47%90%-%47%90%-%-%-%100%82%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*3-1-14-14--*34NET: Satisfied
-%-%100%100%-%100%-%100%100%-%100%100%-%-%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
41-5-5-----25Unweighted total
13-4-4-----14Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1-----11Fairly Satisfied
58%-%-%18%-%18%-%-%-%-%-%100%18%

13-4-4------4Very Satisfied
42%100%-%82%-%82%-%-%-%-%-%-%82%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

13-4-4-----14NET: Satisfied
100%100%-%100%-%100%-%-%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-411-141215352125Unweighted total
-4**-*1*1*4441*34Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-*-*1***1-1*-*1Fairly Satisfied
-%19%-%100%-%100%58%100%53%100%18%-%18%46%-%13%18%

-3*---1-*-444**34Very Satisfied
-%81%100%-%-%-%42%-%47%-%82%100%82%54%100%87%82%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4**-*1*1*4441*34NET: Satisfied
-%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-32-53-545551---15Unweighted total
-41-44-444443---34Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-1*-11111-----1Fairly Satisfied
-%10%53%-%18%12%-%18%20%18%18%18%-%-%-%-%-%18%

-3*-43-434443---34Very Satisfied
-%90%47%-%82%88%-%82%80%82%82%82%100%-%-%-%100%82%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-41-44-444443---34NET: Satisfied
-%100%100%-%100%100%-%100%100%100%100%100%100%-%-%-%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5-1--1-5233115Unweighted total
4-3--3-4144**4Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1------1****-1Fairly Satisfied
18%-%-%-%-%-%-%18%46%12%10%100%-%18%

4-3--3-4*33-*4Very Satisfied
82%-%100%-%-%100%-%82%54%88%90%-%100%82%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-3--3-4144**4NET: Satisfied
100%-%100%-%-%100%-%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
12-2-55Unweighted total
*3-1-44Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

---1-11Fairly Satisfied
-%-%-%100%-%18%18%

*3---44Very Satisfied
100%100%-%-%-%82%82%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

*3-1-44NET: Satisfied
100%100%-%100%-%100%100%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Pitney Bowes?
Base: All who use Pitney Bowes and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9-2-121111--211Unweighted total
8-1-*1*21*--28Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*---*--------*Dissatisfied
2%-%-%-%100%-%-%-%-%-%-%-%-%2%

6-*--1-2-*--26Fairly Satisfied
76%-%25%-%-%87%-%100%-%100%-%-%100%73%

2-*--**-1----2Very Satisfied
21%-%75%-%-%13%100%-%100%-%-%-%-%25%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7-1--1*21*--28NET: Satisfied
98%-%100%-%-%100%100%100%100%100%-%-%100%98%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 85                                                                                                                                                                                        Page 872

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
476-2452-5--3111Unweighted total
631-*17*-4--218Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*-*-------*-*Dissatisfied
3%-%16%-%44%-%-%-%-%-%-%-%9%-%2%

421-**5*-3--216Fairly Satisfied
74%71%51%-%56%48%76%100%-%59%-%-%82%100%73%

11*--*2--2--*-2Very Satisfied
23%29%33%-%-%52%24%-%-%41%-%-%9%-%25%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

531-*17*-4--218NET: Satisfied
97%100%84%-%56%100%100%100%-%100%-%-%91%100%98%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2-311483-8313-211Unweighted total
-*-3*1353-53*2-48Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*---*--*-*---*Dissatisfied
-%-%-%6%-%-%-%4%-%-%4%-%100%-%-%-%2%

-*-3-1242-42-2-26Fairly Satisfied
-%100%-%94%-%100%47%85%54%-%85%54%-%100%-%66%73%

----*-211-11---12Very Satisfied
-%-%-%-%100%-%53%12%46%-%12%46%-%-%-%34%25%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-3*1353-53-2-48NET: Satisfied
-%100%-%94%100%100%100%96%100%-%96%100%-%100%-%100%98%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-11-101743-5-311Unweighted total
-8-62441-4-38Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*-*-*----*Dissatisfied
-%2%-%3%-%5%-%30%-%-%-%-%2%

-6-3214*-3-36Fairly Satisfied
-%73%-%61%100%40%100%70%-%58%-%95%73%

-2-2-2---2-*2Very Satisfied
-%25%-%36%-%55%-%-%-%42%-%5%25%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-5234*-4-38NET: Satisfied
-%98%-%97%100%95%100%70%-%100%-%100%98%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2107-11087711109933511Unweighted total
*84-*873588882428Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
***--********--**Dissatisfied

48%2%4%-%-%2%3%7%4%2%2%2%2%-%-%8%2%

*63-*66246666*416Fairly Satisfied
52%74%82%-%100%72%88%64%92%73%74%78%74%22%96%66%73%

-21--211*22121*12Very Satisfied
-%23%14%-%-%25%9%29%4%25%23%19%24%78%4%27%25%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*84-*862488782428NET: Satisfied
52%98%96%-%100%98%97%93%96%98%98%98%98%100%100%92%98%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 85  (continuation)                                                                                                                                                                        Page 876

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-653118-11111110119-15811Unweighted total
-53288-888788-*288Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--****-******--***Dissatisfied
-%-%5%11%2%2%-%2%2%2%3%2%2%-%-%9%2%2%

-41166-666566-*266Fairly Satisfied
-%93%44%89%73%73%-%73%73%73%68%73%74%-%100%82%73%73%

-*2-22-222222--*22Very Satisfied
-%7%50%-%25%24%-%25%25%25%30%25%24%-%-%9%24%25%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-53187-888788-*278NET: Satisfied
-%100%95%89%98%98%-%98%98%98%97%98%98%-%100%91%98%98%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 85  (continuation)                                                                                                                                                                        Page 877

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
929219-11565-511Unweighted total
8*62*6-8625-38Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*--*-*-*--**Dissatisfied
2%-%3%-%-%3%-%2%-%7%-%-%6%2%

5*42*4-66*4-26Fairly Satisfied
71%100%65%100%100%65%-%73%97%14%88%-%53%73%

2-2--2-2*21-12Very Satisfied
26%-%32%-%-%32%-%25%3%79%12%-%42%25%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*62*6-8625-38NET: Satisfied
98%100%97%100%100%97%-%98%100%93%100%-%94%98%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
2333-1011Unweighted total
2214-88Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
*-----*Dissatisfied

10%-%-%-%-%-%2%

2**4-66Fairly Satisfied
90%9%51%95%-%74%73%

-1**-22Very Satisfied
-%91%49%5%-%26%25%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

2214-88NET: Satisfied
90%100%100%100%-%100%98%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interlink / Interlink Express /
Direct?
Base: All who use Interlink / Interlink Express / Direct and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-2212-1-----8Unweighted total
7-11*3-3-----8Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*---------*Dissatisfied
-%-%-%20%-%-%-%-%-%-%-%-%-%1%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7-1**3-3-----7Very Satisfied
100%-%100%80%100%100%-%100%-%-%-%-%-%99%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7-1**3-3-----7NET: Satisfied
100%-%100%80%100%100%-%100%-%-%-%-%-%99%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
173--352-5--1-8Unweighted total
35*--*75-3--*-8Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**--*---*----*Dissatisfied
-%2%28%-%-%28%-%-%-%4%-%-%-%-%1%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

34*--*75-3--*-7Very Satisfied
100%98%72%-%-%72%100%100%-%96%-%-%100%-%99%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

34*--*75-3--*-7NET: Satisfied
100%98%72%-%-%72%100%100%-%96%-%-%100%-%99%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----24243144-1-18Unweighted total
----12551252-*-38Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----*--*--*----*Dissatisfied
-%-%-%-%-%5%-%-%17%-%-%5%-%-%-%-%1%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----12551252-*-37Very Satisfied
-%-%-%-%100%95%100%100%83%100%100%95%-%100%-%100%99%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----12551252-*-37NET: Satisfied
-%-%-%-%100%95%100%100%83%100%100%95%-%100%-%100%99%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 86  (continuation)                                                                                                                                                                        Page 882

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
17-6244112138Unweighted total
26-5253**5*28Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*--*----**Dissatisfied
-%2%-%2%-%-%4%-%-%-%-%5%1%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

26-5253**5*27Very Satisfied
100%98%-%98%100%100%96%100%100%100%100%95%99%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

26-5253**5*27NET: Satisfied
100%98%-%98%100%100%96%100%100%100%100%95%99%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-841-766388473418Unweighted total
-842-6444882744*8Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*---***-**-*-*-*Dissatisfied
-%1%-%-%-%2%3%3%-%1%1%-%2%-%3%-%1%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-742-6444772744*7Very Satisfied
-%99%100%100%-%98%97%97%100%99%99%100%98%100%97%100%99%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-742-6444772744*7NET: Satisfied
-%99%100%100%-%98%97%97%100%99%99%100%98%100%97%100%99%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
143284-888786-1548Unweighted total
*44385-888683-3438Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*--******--***Dissatisfied
-%3%-%-%1%-%-%1%1%1%2%1%4%-%-%3%4%1%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*44375-777673-3437Very Satisfied
100%97%100%100%99%100%-%99%99%99%98%99%96%-%100%97%96%99%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*44375-777673-3437NET: Satisfied
100%97%100%100%99%100%-%99%99%99%98%99%96%-%100%97%96%99%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
715215-8444-48Unweighted total
7*5133-8522-58Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*--*-**-*--*Dissatisfied
2%-%2%-%-%4%-%1%2%-%5%-%-%1%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*5133-7522-57Very Satisfied
98%100%98%100%100%96%-%99%98%100%95%-%100%99%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*5133-7522-57NET: Satisfied
98%100%98%100%100%96%-%99%98%100%95%-%100%99%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
2213-78Unweighted total
25*1-78Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
---*--*Dissatisfied
-%-%-%17%-%-%1%

-------Fairly Satisfied
-%-%-%-%-%-%-%

25*1-77Very Satisfied
100%100%100%83%-%100%99%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

25*1-77NET: Satisfied
100%100%100%83%-%100%99%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from APC?
Base: All who use APC and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2-------1---12Unweighted total
1-------1---*1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1---*1Very Satisfied
100%-%-%-%-%-%-%-%100%-%-%-%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1---*1NET: Satisfied
100%-%-%-%-%-%-%-%100%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--111----1-2Unweighted total
*1*--*1*----1-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*--*1*----1-1Very Satisfied
100%100%100%-%-%100%100%100%-%-%-%-%100%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*--*1*----1-1NET: Satisfied
100%100%100%-%-%100%100%100%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 889

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---11--11-111--12Unweighted total
---*1--*1-*1*--11Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*1--*1-*1*--11Very Satisfied
-%-%-%100%100%-%-%100%100%-%100%100%100%-%-%100%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*1--*1-*1*--11NET: Satisfied
-%-%-%100%100%-%-%100%100%-%100%100%100%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-11-2-1--12Unweighted total
-1-*1-1-1--*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-*1-1-1--*1Very Satisfied
-%100%-%100%100%-%100%-%100%-%-%100%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-*1-1-1--*1NET: Satisfied
-%100%-%100%100%-%100%-%100%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1211-121112121-12Unweighted total
111*-111111111-*1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111*-111111111-*1Very Satisfied
100%100%100%100%-%100%100%100%100%100%100%100%100%100%-%100%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111*-111111111-*1NET: Satisfied
100%100%100%100%-%100%100%100%100%100%100%100%100%100%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-11111-212222--122Unweighted total
-*1111-111111--111Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1111-111111--111Very Satisfied
-%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1111-111111--111NET: Satisfied
-%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-11-2-2112--2Unweighted total
1-*1-1-1*11--1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*1-1-1*11--1Very Satisfied
100%-%100%100%-%100%-%100%100%100%100%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*1-1-1*11--1NET: Satisfied
100%-%100%100%-%100%-%100%100%100%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
1-1-22Unweighted total
*-1-11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

------Fairly Satisfied
-%-%-%-%-%-%

*-1-11Very Satisfied
100%-%100%-%100%100%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*-1-11NET: Satisfied
100%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Local Courier?
Base: All who use Local Courier and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
362-111------11Unweighted total
611-123------8Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1**-1--------2Dissatisfied

26%10%51%-%100%-%-%-%-%-%-%-%-%26%

31----3------3Fairly Satisfied
46%43%-%-%-%-%100%-%-%-%-%-%-%40%

21*--2-------3Very Satisfied
28%47%49%-%-%100%-%-%-%-%-%-%-%34%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

41*--23------6NET: Satisfied
74%90%49%-%-%100%100%-%-%-%-%-%-%74%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
834-1373-4-12111Unweighted total
34*-**74-1-**28Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
11*--*21-1----2Dissatisfied

16%33%27%-%-%37%26%35%-%38%-%-%-%-%26%

13*--*33-*--*-3Fairly Satisfied
18%58%23%-%-%32%42%62%-%33%-%-%46%-%40%

2**-**2*-*-**23Very Satisfied
66%9%50%-%100%32%33%3%-%28%-%100%54%100%34%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

33*-**53-1-**26NET: Satisfied
84%67%73%-%100%63%74%65%-%62%-%100%100%100%74%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--13-24551561-2411Unweighted total
--**-1523326*-158Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*-*1*2-*2---*2Dissatisfied
-%-%-%37%-%47%30%6%59%-%6%33%-%-%-%8%26%

---*-*3**3*3--*33Fairly Satisfied
-%-%-%32%-%53%53%6%15%100%6%53%-%-%81%52%40%

--**--121-21*-*23Very Satisfied
-%-%100%32%-%-%17%88%26%-%88%14%100%-%19%40%34%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**-*321324*-146NET: Satisfied
-%-%100%63%-%53%70%94%41%100%94%67%100%-%100%92%74%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
38-6547--12811Unweighted total
25-5335--2168Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*2-*2*2---112Dissatisfied

17%29%-%8%61%14%32%-%-%-%100%26%26%

-3-3**3----33Fairly Satisfied
-%58%-%51%18%17%54%-%-%-%-%56%40%

21-2121--2-13Very Satisfied
83%12%-%40%21%69%13%-%-%100%-%19%34%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

24-5123--2-46NET: Satisfied
83%71%-%92%39%86%68%-%-%100%-%74%74%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
41051-1097611107933511Unweighted total
163*-865286442158Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2*--22*22212-112Dissatisfied
-%32%15%-%-%26%35%3%85%26%32%13%55%-%54%31%26%

*3*--333*3331-*33Fairly Satisfied
15%51%18%-%-%41%54%50%5%40%51%74%16%-%46%57%40%

112*-212*31112-13Very Satisfied
85%17%67%100%-%33%11%47%11%34%17%13%29%100%-%12%34%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

142*-645*64422*36NET: Satisfied
100%68%85%100%-%74%65%97%15%74%68%87%45%100%46%69%74%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-925118-1111119116-27611Unweighted total
-71386-888585-1358Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2*-2*-222222--222Dissatisfied
-%22%76%-%26%7%-%26%26%26%41%26%33%-%-%56%33%26%

-3-333-333133--133Fairly Satisfied
-%43%-%93%40%47%-%40%40%40%12%40%65%-%-%21%53%40%

-2**33-33323*-1113Very Satisfied
-%35%24%7%34%46%-%34%34%34%46%34%2%-%100%23%14%34%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-6*365-666363-1136NET: Satisfied
-%78%24%100%74%93%-%74%74%74%59%74%67%-%100%44%67%74%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
9271-7-112971311Unweighted total
4433-5-8175*28Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-2--2-2*22-*2Dissatisfied

55%-%56%-%-%32%-%26%25%26%30%-%20%26%

1313-3-3-33-*3Fairly Satisfied
16%62%21%100%-%63%-%40%-%43%57%-%5%40%

121--*-3*21*23Very Satisfied
29%38%23%-%-%5%-%34%75%31%12%100%75%34%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2413-3-6*54*26NET: Satisfied
45%100%44%100%-%68%-%74%75%74%70%100%80%74%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1352-811Unweighted total
*16*-68Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-11---2Dissatisfied
-%80%23%-%-%-%26%

*-3*-33Fairly Satisfied
100%-%40%50%-%54%40%

-*2*-33Very Satisfied
-%20%37%50%-%46%34%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

**5*-66NET: Satisfied
100%20%77%100%-%100%74%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from DPD?
Base: All who use DPD and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1---------1Unweighted total
---*---------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Very Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*NET: Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-1----1---1---1Unweighted total
-*----*---*---*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*---*---*Very Satisfied
-%100%-%-%-%-%100%-%-%-%100%-%-%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*---*---*NET: Satisfied
-%100%-%-%-%-%100%-%-%-%100%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 905

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
---1----1-1----1Unweighted total
---*----*-*----*Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*-*----*Very Satisfied
-%-%-%100%-%-%-%-%100%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*-*----*NET: Satisfied
-%-%-%100%-%-%-%-%100%-%100%-%-%-%-%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 906

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1------1Unweighted total
*--*-*------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*------*Very Satisfied
100%-%-%100%-%100%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*------*NET: Satisfied
100%-%-%100%-%100%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 907

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-1----1-1-111--11Unweighted total
-*----*-*-***--**Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-*-***--**Very Satisfied
-%100%-%-%-%-%100%-%100%-%100%100%100%-%-%100%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-*-***--**NET: Satisfied
-%100%-%-%-%-%100%-%100%-%100%100%100%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 908

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-11111-----1Unweighted total
--*-**-*****-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Very Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*NET: Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 909

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1------1-11--1Unweighted total
*------*-**--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-**--*Very Satisfied
100%-%-%-%-%-%-%100%-%100%100%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-**--*NET: Satisfied
100%-%-%-%-%-%-%100%-%100%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 910

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*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%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 89  (continuation)                                                                                                                                                                        Page 911

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Neo Post?
Base: All who use Neo Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-3-----------3Unweighted total
-1-----------1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Fairly Satisfied
-%48%-%-%-%-%-%-%-%-%-%-%-%48%

-1-----------1Very Satisfied
-%52%-%-%-%-%-%-%-%-%-%-%-%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-----------1NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 90                                                                                                                                                                                        Page 912

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
121--121-1--1-3Unweighted total
*1*--*1*-*--*-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*-----*-*Fairly Satisfied
100%-%-%-%-%-%54%-%-%-%-%-%100%-%48%

-1*--***-*----1Very Satisfied
-%100%100%-%-%100%46%100%-%100%-%-%-%-%52%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*--*1*-*--*-1NET: Satisfied
100%100%100%-%-%100%100%100%-%100%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 913

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
----12-3--3-2--3Unweighted total
----*1-1--1-1--1Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*-*--*Fairly Satisfied
-%-%-%-%-%54%-%48%-%-%48%-%81%-%-%48%

----**-1--1-*--1Very Satisfied
-%-%-%-%100%46%-%52%-%-%52%-%19%-%-%52%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*1-1--1-1--1NET: Satisfied
-%-%-%-%100%100%-%100%-%-%100%-%100%-%-%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 914

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
12-2112--2-13Unweighted total
*1-1**1--1-*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*---*--*Fairly Satisfied
100%-%-%81%-%100%-%-%-%81%-%-%48%

-1-**-1--*-*1Very Satisfied
-%100%-%19%100%-%100%-%-%19%-%100%52%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-1**1--1-*1NET: Satisfied
100%100%-%100%100%100%100%-%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 915

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
331--323133321113Unweighted total
11*--111*1111***1Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-*-****--**Fairly Satisfied
48%48%100%-%-%48%-%48%-%48%48%48%81%-%-%100%48%

11---111*111***-1Very Satisfied
52%52%-%-%-%52%100%52%100%52%52%52%19%100%100%-%52%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11*--111*1111***1NET: Satisfied
100%100%100%-%-%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 916

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
111232-333332--223Unweighted total
***111-111111--111Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****-*****-----*Fairly Satisfied
-%-%100%81%48%54%-%48%48%48%48%48%-%-%-%-%-%48%

**-*1*-111111--111Very Satisfied
100%100%-%19%52%46%-%52%52%52%52%52%100%-%-%100%100%52%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***111-111111--111NET: Satisfied
100%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 917

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2111-2-3-3-213Unweighted total
1***-1-1-1-1*1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*-*-*Fairly Satisfied
54%-%-%-%-%-%-%48%-%48%-%54%-%48%

****-1-1-1-**1Very Satisfied
46%100%100%100%-%100%-%52%-%52%-%46%100%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1***-1-1-1-1*1NET: Satisfied
100%100%100%100%-%100%-%100%-%100%-%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 918

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
21--33Unweighted total
1*--11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*---**Fairly Satisfied
81%-%-%-%48%48%

**--11Very Satisfied
19%100%-%-%52%52%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

1*--11NET: Satisfied
100%100%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 90  (continuation)                                                                                                                                                                        Page 919

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Fastway Couriers?
Base: All who use Fastway Couriers and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3-1--1-11----4Unweighted total
5-*--2-21----6Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*--2-------2Fairly Satisfied
29%-%100%-%-%100%-%-%-%-%-%-%-%34%

4------21----4Very Satisfied
71%-%-%-%-%-%-%100%100%-%-%-%-%66%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-*--2-21----6NET: Satisfied
100%-%100%-%-%100%-%100%100%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
31----41-11-1-4Unweighted total
42----6*-12-2-6Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2----2*----2-2Fairly Satisfied
11%100%-%-%-%-%34%100%-%-%-%-%100%-%34%

4-----4--12---4Very Satisfied
89%-%-%-%-%-%66%-%-%100%100%-%-%-%66%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

42----6*-12-2-6NET: Satisfied
100%100%-%-%-%-%100%100%-%100%100%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
------2-4-4---24Unweighted total
------4-6-6---36Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------2-2---*2Fairly Satisfied
-%-%-%-%-%-%-%-%34%-%34%-%-%-%16%34%

------4-4-4---24Very Satisfied
-%-%-%-%-%-%100%-%66%-%66%-%-%-%84%66%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------4-6-6---36NET: Satisfied
-%-%-%-%-%-%100%-%100%-%100%-%-%-%100%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
13-3122---134Unweighted total
24-4124---146Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-2-2-----22Fairly Satisfied
100%11%-%45%-%100%-%-%-%-%-%45%34%

-4-21-4---124Very Satisfied
-%89%-%55%100%-%100%-%-%-%100%55%66%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

24-4124---146NET: Satisfied
100%100%-%100%100%100%100%-%-%-%100%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2341-3231433231-4Unweighted total
2462-3431655432-6Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2--2-2-22222--2Fairly Satisfied
100%11%34%-%-%58%-%58%-%34%29%29%39%58%-%-%34%

-442-1411444212-4Very Satisfied
-%89%66%100%-%42%100%42%100%66%71%71%61%42%100%-%66%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2462-3431655432-6NET: Satisfied
100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 924

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
121141-443333--134Unweighted total
221*6*-664444--246Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*2*-22****---*2Fairly Satisfied
-%100%-%100%34%100%-%34%34%11%11%11%11%-%-%-%11%34%

2-1-4--444444--244Very Satisfied
100%-%100%-%66%-%-%66%66%89%89%89%89%-%-%100%89%66%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

221*6*-664444--246NET: Satisfied
100%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
313--3-413-134Unweighted total
5*4--4-6*5-146Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2**--*-2*2--22Fairly Satisfied
29%100%11%-%-%11%-%34%100%29%-%-%45%34%

4-4--4-4-4-124Very Satisfied
71%-%89%-%-%89%-%66%-%71%-%100%55%66%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*4--4-6*5-146NET: Satisfied
100%100%100%-%-%100%-%100%100%100%-%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*b*a*b*aSignificance Level: 95%
22-44Unweighted total
33-66Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

2*-22Fairly Satisfied
52%16%-%34%34%

12-44Very Satisfied
48%84%-%66%66%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

33-66NET: Satisfied
100%100%-%100%100%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Parcels to go?
Base: All who use Parcels to go and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1---------1Unweighted total
---*---------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Very Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*NET: Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-1--1-1------1Unweighted total
*-*--*-*------*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*------*Very Satisfied
100%-%100%-%-%100%-%100%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*------*NET: Satisfied
100%-%100%-%-%100%-%100%-%-%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-1-----1--1----1Unweighted total
-*-----*--*----*Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*--*----*Very Satisfied
-%100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*--*----*NET: Satisfied
-%100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--1-1----11Unweighted total
-*--*-*----**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Very Satisfied
-%100%-%-%100%-%100%-%-%-%-%100%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**NET: Satisfied
-%100%-%-%100%-%100%-%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-1-1--1--11111--1Unweighted total
-*-*--*--*****--*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*****--*Very Satisfied
-%100%-%100%-%-%100%-%-%100%100%100%100%100%-%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*****--*NET: Satisfied
-%100%-%100%-%-%100%-%-%100%100%100%100%100%-%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 92  (continuation)                                                                                                                                                                        Page 932

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1--11-111111--111Unweighted total
-*--**-******--***Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-******--***Very Satisfied
-%100%-%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-******--***NET: Satisfied
-%100%-%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1-1--1-1-11--1Unweighted total
*-*--*-*-**--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*-**--*Very Satisfied
100%-%100%-%-%100%-%100%-%100%100%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*-**--*NET: Satisfied
100%-%100%-%-%100%-%100%-%100%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*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%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Legal Post?
Base: All who use Legal Post and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-----------1Unweighted total
-*-----------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-1----1--1----1Unweighted total
-*----*--*----*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*--*----*Very Satisfied
-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*--*----*NET: Satisfied
-%100%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-----1-1--1-1--1Unweighted total
-----*-*--*-*--*Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*-*--*Very Satisfied
-%-%-%-%-%100%-%100%-%-%100%-%100%-%-%100%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*-*--*NET: Satisfied
-%-%-%-%-%100%-%100%-%-%100%-%100%-%-%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--1-1---1-1Unweighted total
-*--*-*---*-*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*---*-*Very Satisfied
-%100%-%-%100%-%100%-%-%-%100%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*---*-*NET: Satisfied
-%100%-%-%100%-%100%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 93  (continuation)                                                                                                                                                                        Page 939

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
11---1-1-1111--11Unweighted 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%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**---*-*-****--**NET: Satisfied
100%100%-%-%-%100%-%100%-%100%100%100%100%-%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 93  (continuation)                                                                                                                                                                        Page 940

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1-111-111111--1-1Unweighted total
-*-***-******--*-*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-***-******--*-*Very Satisfied
-%100%-%100%100%100%-%100%100%100%100%100%100%-%-%100%-%100%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-***-******--*-*NET: Satisfied
-%100%-%100%100%100%-%100%100%100%100%100%100%-%-%100%-%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1--1-1-11---11Unweighted total
*--*-*-**---**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*-**---**Very Satisfied
100%-%-%100%-%100%-%100%100%-%-%-%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*-**---**NET: Satisfied
100%-%-%100%-%100%-%100%100%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*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%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

*--**NET: Satisfied
100%-%-%100%100%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Collect Plus?
Base: All who use Collect Plus and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1---------1--1Unweighted total
*---------*--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---------*--*Very Satisfied
100%-%-%-%-%-%-%-%-%-%100%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---------*--*NET: Satisfied
100%-%-%-%-%-%-%-%-%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 94                                                                                                                                                                                        Page 944

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-11-1---1-----1Unweighted total
-**-*---*-----*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*---*-----*Very Satisfied
-%100%100%-%100%-%-%-%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*---*-----*NET: Satisfied
-%100%100%-%100%-%-%-%100%-%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 945

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-----1-1--1----1Unweighted total
-----*-*--*----*Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*----*Very Satisfied
-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*----*NET: Satisfied
-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--1----11Unweighted total
-*-*--*----**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**Very Satisfied
-%100%-%100%-%-%100%-%-%-%-%100%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**NET: Satisfied
-%100%-%100%-%-%100%-%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 947

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-1-1--1-11111-1-1Unweighted total
-*-*--*-*****-*-*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*-*****-*-*Very Satisfied
-%100%-%100%-%-%100%-%100%100%100%100%100%-%100%-%100%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*-*****-*-*NET: Satisfied
-%100%-%100%-%-%100%-%100%100%100%100%100%-%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 948

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
----11-111111---11Unweighted 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%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----**-******---**NET: Satisfied
-%-%-%-%100%100%-%100%100%100%100%100%100%-%-%-%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1-1--1-11-1--1Unweighted total
*-*--*-**-*--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**-*--*Very Satisfied
100%-%100%-%-%100%-%100%100%-%100%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**-*--*NET: Satisfied
100%-%100%-%-%100%-%100%100%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*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%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 951

QOP1a. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from Interparcel?
Base: All who use Interparcel and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7--*---23---27Fairly Dissatisfied
3%-%-%6%-%-%-%4%13%-%-%-%8%3%

Neither Satisfied Nor
2111122-71*53*23Dissatisfied

8%6%8%9%13%6%-%14%6%2%15%11%2%8%

118542313282955151010129Fairly Satisfied
48%45%34%29%20%47%77%52%25%46%49%32%48%47%

10156491391711611179116Very Satisfied
41%46%59%55%67%47%23%30%55%52%35%57%42%42%

Don't Know (DO NOT READ
**---*-------1OUT)
*%3%-%-%-%1%-%-%-%-%-%-%-%*%

m

21911106112637451611272719246NET: Satisfied
89%91%92%85%87%93%100%82%80%98%85%89%91%89%

7--*---23---27NET: Dissatisfied
3%-%-%6%-%-%-%4%13%-%-%-%8%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

34----73----3-7Fairly Dissatisfied
2%3%-%-%-%-%3%4%-%-%-%-%5%-%3%

e

Neither Satisfied Nor
7161-112210-5*25-23Dissatisfied
5%11%9%-%13%8%8%14%-%5%3%26%10%-%8%

71597*2512231349532510129Fairly Satisfied
53%41%47%44%47%47%47%42%26%53%34%54%44%63%47%

53637*2511029837101236116Very Satisfied
40%44%44%56%40%44%42%40%74%41%64%20%41%37%42%

Don't Know (DO NOT READ
***--**--1----1OUT)
*%*%1%-%-%2%*%-%-%1%-%-%-%-%*%

1241221414102326011871554916246NET: Satisfied
93%86%90%100%87%91%89%82%100%94%97%74%85%100%89%

g

34----73----3-7NET: Dissatisfied
2%3%-%-%-%-%3%4%-%-%-%-%5%-%3%

e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--43-43-43--*27Fairly Dissatisfied
-%6%-%-%12%6%-%3%2%-%3%2%-%-%3%2%3%

ada

Neither Satisfied Nor
-*-538731733201231523Dissatisfied
-%2%-%19%10%15%5%3%13%12%3%13%15%11%19%10%8%

aacb

-611101620576354126366212767129Fairly Satisfied
-%68%79%38%51%37%45%53%41%51%53%42%56%67%53%46%47%

-23128226349598496714362116Very Satisfied
-%22%21%44%27%41%49%41%44%37%41%43%25%22%22%43%42%

c

Don't Know (DO NOT READ
-*---*-1--1-*-*-1OUT)
-%2%-%-%-%1%-%*%-%-%*%-%4%-%3%-%*%

-7132224411201131132011313331610129246NET: Satisfied
-%90%100%81%78%79%95%93%85%88%93%85%81%89%75%88%89%

bcdba

-*--43-43-43--*27NET: Dissatisfied
-%6%-%-%12%6%-%3%2%-%3%2%-%-%3%2%3%

ada
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-43431-2*37Fairly Dissatisfied
-%3%-%3%2%4%2%6%-%10%2%2%3%

Neither Satisfied Nor
*22-815419*--31823Dissatisfied
2%9%-%6%11%4%11%2%-%-%12%11%8%

b

10118-5276398911126981129Fairly Satisfied
38%47%-%39%54%39%51%54%51%27%36%50%47%

b

15101-72455363811151261116Very Satisfied
61%41%-%53%32%53%36%37%48%63%49%37%42%

aa

Don't Know (DO NOT READ
-1--1**-*--*1OUT)
-%*%-%-%*%*%*%-%1%-%-%*%*%

25219-1241209215218232121141246NET: Satisfied
98%88%-%91%86%92%87%92%99%90%86%87%89%

-7-43431-2*37NET: Dissatisfied
-%3%-%3%2%4%2%6%-%10%2%2%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3752-575*776734-7Fairly Dissatisfied
6%3%3%3%-%3%4%4%1%3%3%3%3%3%8%-%3%

a

Neither Satisfied Nor
123810-12169916231621321723Dissatisfied
1%9%6%16%-%6%9%7%10%7%9%9%9%3%4%14%8%

cabc

20118572219688614710411484108473449129Fairly Satisfied
38%48%40%37%15%51%48%47%52%46%47%45%48%47%60%41%47%

ca

2998732747572533497988189461654116Very Satisfied
56%40%51%44%85%40%39%41%38%43%40%43%39%46%28%45%42%

bbbb

Don't Know (DO NOT READ
-11--11**11111--1OUT)
-%*%*%-%-%*%*%*%*%*%*%*%*%1%-%-%*%

49215130495170160114812012121651989350103246NET: Satisfied
93%88%90%81%100%91%87%88%90%89%87%88%87%94%88%86%89%

c

3752-575*776734-7NET: Dissatisfied
6%3%3%3%-%3%4%4%1%3%3%3%3%3%8%-%3%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-52273-777777-*647Fairly Dissatisfied
-%3%2%2%3%2%-%3%3%3%3%3%3%-%1%4%2%3%

Neither Satisfied Nor
313872316-23182323231147151923Dissatisfied
9%8%9%9%8%9%-%8%7%8%10%8%6%39%19%9%10%8%

c

1274423912981-1291241281101281023117589129Fairly Satisfied
42%47%48%51%47%44%-%47%49%47%46%47%51%26%31%48%48%47%

a

1565362911483-11510411697116784185974116Very Satisfied
50%41%41%38%42%45%-%42%41%42%41%42%39%35%49%38%39%42%

Don't Know (DO NOT READ
-**-1*-111111--111OUT)
-%*%*%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

271407968243165-244228244206244180729134163246NET: Satisfied
91%89%89%88%89%89%-%89%90%89%87%89%91%61%80%86%87%89%

-52273-777777-*647NET: Dissatisfied
-%3%2%2%3%2%-%3%3%3%3%3%3%-%1%4%2%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-743-6-7432237Fairly Dissatisfied
-%14%2%4%-%3%-%3%4%2%1%6%4%3%

bc

Neither Satisfied Nor
149175*12221320127423Dissatisfied

6%18%10%7%3%7%21%8%3%11%8%19%4%8%

bbac

10426843549421274980731539129Fairly Satisfied
46%50%47%47%27%52%28%47%51%44%48%39%46%47%

10797131106741133977641438116Very Satisfied
48%18%40%42%70%38%51%42%41%43%42%35%46%42%

a

Don't Know (DO NOT READ
1-1--1-1****-1OUT)
*%-%*%-%-%*%-%*%*%*%*%*%-%*%

2113515465141616240891571382877246NET: Satisfied
94%68%87%89%97%90%79%89%92%87%91%75%92%89%

abb

-743-6-7432237NET: Dissatisfied
-%14%2%4%-%3%-%3%4%2%1%6%4%3%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

23-27-7Fairly Dissatisfied
3%5%-%3%100%-%3%

Neither Satisfied Nor
6395--23Dissatisfied
8%6%11%8%-%-%8%

39273331-129129Fairly Satisfied
53%46%43%45%-%53%47%

26253530-116116Very Satisfied
36%42%46%44%-%47%42%

Don't Know (DO NOT READ
-1----1OUT)
-%1%-%-%-%-%*%

65536761-246246NET: Satisfied
89%89%89%90%-%100%89%

23-27-7NET: Dissatisfied
3%5%-%3%100%-%3%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. ALL PROVIDERS OTHER THAN RM. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5C
provider]?
Base: All who use [QV5C provider] and consider it to be their main provider in addition to or other than Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



FastwayNeo PostDPDLocalAPCInterlinkPitneyDXCity LinkFedExHermesParcelforceYodelUPSUK MailTNTDHL
CouriersCourier/BowesPost

Interlink
Express /

Direct

31112811512717243972593225Unweighted total
1*8188494153147532131927Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------1----22*1Fairly Dissatisfied
-%-%-%-%-%-%-%-%32%-%-%-%-%7%13%2%5%

Neither Satisfied Nor
--2-**-1-235-***3Dissatisfied
-%-%26%-%1%2%-%15%-%10%8%10%-%1%1%1%11%

*-3--6142611292177815Fairly Satisfied
48%-%40%-%-%73%18%43%54%39%36%61%37%54%51%44%58%

1*317244*817143124107Very Satisfied
52%100%34%100%99%25%82%42%10%51%56%29%63%38%35%52%25%

Don't Know (DO NOT READ
--------*-------*OUT)
-%-%-%-%-%-%-%-%4%-%-%-%-%-%-%-%2%

1*6178473142843530111822NET: Satisfied
100%100%74%100%99%98%100%85%64%90%92%90%100%92%86%96%83%

--------1----22*1NET: Dissatisfied
-%-%-%-%-%-%-%-%32%-%-%-%-%7%13%2%5%

Ofcom; Business Postal Tracker
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QOP1a. SUMMARY. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



OtherInterparcelCollectLegal PostParcels
answersPlusto go

e*d*c*b*aSignificance Level: 95%
341114Unweighted total
36***6Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
7----Dissatisfied

19%-%-%-%-%

16---2Fairly Satisfied
43%-%-%-%34%

14***4Very Satisfied
39%100%100%100%66%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

30***6NET: Satisfied
81%100%100%100%100%

-----NET: Dissatisfied
-%-%-%-%-%

Columns Tested: a,b,c,d,e
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QOP1a. SUMMARY. Thinking generally about the service you receive as a whole as a sender and recipient of mail, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

---*---------*Very Dissatisfied
-%-%-%6%-%-%-%-%-%-%-%-%-%*%

1--*----1----2Fairly Dissatisfied
1%-%-%6%-%-%-%-%7%-%-%-%-%1%

Neither Satisfied Nor
221***4*81*25224Dissatisfied

9%5%4%6%1%13%*%14%8%2%8%15%9%9%

10044341120216216613111Fairly Satisfied
41%36%33%39%33%41%54%38%31%20%51%21%62%40%

b

876637812148910145101Very Satisfied
35%53%53%36%55%28%32%25%42%78%33%46%22%37%

m

Don't Know (DO NOT READ
36111155133-25239OUT)
15%5%10%7%11%18%13%24%13%-%8%17%8%14%

1871195111932351411272018212NET: Satisfied
76%89%86%75%87%69%86%63%73%98%85%67%84%77%

b

1--1----1----2NET: Dissatisfied
1%-%-%12%-%-%-%-%7%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

-*----*-----*-*Very Dissatisfied
-%*%-%-%-%-%*%-%-%-%-%-%1%-%*%

2-----21----*-2Fairly Dissatisfied
1%-%-%-%-%-%1%2%-%-%-%-%1%-%1%

Neither Satisfied Nor
8162*11229-6--7224Dissatisfied
6%11%11%23%19%7%8%12%-%6%-%-%12%10%9%

51606*241053223772214111Fairly Satisfied
38%42%39%42%40%38%40%44%23%40%50%36%36%26%40%

51506*159526738711210101Very Satisfied
38%35%36%35%20%42%37%35%63%41%49%13%21%64%37%

b

Don't Know (DO NOT READ
23162-11365212*317-39OUT)
17%11%14%-%21%12%14%7%15%13%1%52%29%-%14%

eg

10211012139200589751533214212NET: Satisfied
76%77%75%77%61%81%77%79%85%81%99%48%57%90%77%

bb

2*----21----1-2NET: Dissatisfied
1%*%-%-%-%-%1%2%-%-%-%-%2%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

-*-----*--*---*-*Very Dissatisfied
-%6%-%-%-%-%-%*%-%-%*%-%-%-%3%-%*%

----*1--2--2----2Fairly Dissatisfied
-%-%-%-%1%2%-%-%1%-%-%1%-%-%-%-%1%

Neither Satisfied Nor
-*-55486144618*2-1724Dissatisfied
-%5%-%18%16%7%7%5%10%18%5%11%7%11%-%12%9%

a

-286112652525095259110362111Fairly Satisfied
-%29%57%22%36%50%41%43%38%38%43%38%19%59%22%43%40%

d

-53117194848467485321755101Very Satisfied
-%58%20%43%23%36%38%40%35%30%40%34%54%6%50%38%37%

Don't Know (DO NOT READ
-*3472181421314241431139OUT)
-%2%22%17%24%4%14%12%16%14%12%16%20%24%24%8%14%

bbb

-710171845100100971610011231110117212NET: Satisfied
-%88%78%65%59%86%79%83%73%68%83%72%73%65%73%80%77%

cdcba

-*--*1-*2-*2--*-2NET: Dissatisfied
-%6%-%-%1%2%-%*%1%-%*%1%-%-%3%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-*--*-*---*-*Very Dissatisfied
-%*%-%-%*%-%*%-%-%-%2%-%*%

-2--2-2----12Fairly Dissatisfied
-%1%-%-%1%-%1%-%-%-%-%1%1%

Neither Satisfied Nor
*22-148715*-231724Dissatisfied
2%9%-%10%6%7%9%1%-%10%13%10%9%

8103-456635761287969111Fairly Satisfied
33%41%-%34%47%35%44%58%36%29%36%42%40%

b

1190-55464259613121247101Very Satisfied
43%36%-%41%33%42%34%29%56%50%50%29%37%

a

Don't Know (DO NOT READ
633-21171722322-2939OUT)

22%13%-%16%13%17%13%13%8%10%-%18%14%

b

19193-1011127713517211921116212NET: Satisfied
76%77%-%74%80%77%77%87%92%79%85%71%77%

-2--2-2---*12NET: Dissatisfied
-%1%-%-%2%-%1%-%-%-%2%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

-**--********-*-*Very Dissatisfied
-%*%*%-%-%*%*%*%1%*%*%*%*%-%1%-%*%

121--121*12*22--2Fairly Dissatisfied
2%1%1%-%-%1%1%1%*%1%1%*%1%2%-%-%1%

Neither Satisfied Nor
22098-151511516201919761124Dissatisfied
5%8%6%13%-%8%8%8%6%7%8%10%8%7%11%9%9%

14100442517974474690946589372549111Fairly Satisfied
28%41%31%41%12%42%40%37%50%40%39%35%39%37%45%41%40%

acabcf

3090681946661443086898181421742101Very Satisfied
58%37%47%32%81%35%33%34%33%38%37%43%36%43%30%35%37%

bb

Don't Know (DO NOT READ
433229*2731259313623361281939OUT)
7%13%15%15%7%14%17%20%9%14%15%12%16%12%13%16%14%

e

451911114451451369176176184146170794291212NET: Satisfied
85%78%78%73%93%77%74%71%84%78%76%78%75%79%75%75%77%

f

122--222122122*-2NET: Dissatisfied
2%1%1%-%-%1%1%1%1%1%1%*%1%2%1%-%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

--*-*--*****--**-*Very Dissatisfied
-%-%1%-%*%-%-%*%*%*%*%*%-%-%1%*%-%*%

*1--2*-222222--*22Fairly Dissatisfied
1%1%-%-%1%*%-%1%1%1%1%1%1%-%-%*%1%1%

Neither Satisfied Nor
69892418-24232424241227161124Dissatisfied

21%6%9%12%9%10%-%9%9%9%10%9%6%22%18%11%6%9%

bc

966362811178-10910711195111864136081111Fairly Satisfied
30%42%41%36%40%42%-%40%42%40%40%40%43%35%35%39%43%40%

1153372610063-1018910186101705125768101Very Satisfied
37%34%41%34%37%34%-%37%35%37%36%37%35%43%32%37%36%37%

Don't Know (DO NOT READ
3287143726-393337303728-5202539OUT)

10%18%8%18%13%14%-%14%13%13%13%13%14%-%14%13%13%14%

a

201197353211140-210195212181212157824117149212NET: Satisfied
67%76%82%70%77%76%-%77%77%77%76%77%79%78%67%76%80%77%

*1*-2*-222222-*122NET: Dissatisfied
1%1%1%-%1%*%-%1%1%1%1%1%1%-%1%1%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

-*-*-*-*-**--*Very Dissatisfied
-%1%-%1%-%*%-%*%-%*%*%-%-%*%

*12----2-21*-2Fairly Dissatisfied
*%2%1%-%-%-%-%1%-%1%1%1%-%1%

Neither Satisfied Nor
158157*11-24618119424Dissatisfied

7%16%8%9%3%6%-%9%6%10%7%23%5%9%

bac

902171311834107407164935111Fairly Satisfied
40%42%40%43%4%46%47%40%42%39%42%24%43%40%

b

93865258663983467531335101Very Satisfied
41%17%37%34%56%37%34%37%35%37%35%35%42%37%

a

Don't Know (DO NOT READ
271123106191371622236939OUT)
12%22%13%13%38%11%18%14%17%12%15%17%11%14%

182301375691496206741381162370212NET: Satisfied
81%58%78%77%60%83%82%77%77%77%77%59%84%77%

abb

*22*-*-2-22*-2NET: Dissatisfied
*%3%1%1%-%*%-%1%-%1%1%1%-%1%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

---**-*Very Dissatisfied
-%-%-%1%6%-%*%

-2--1*2Fairly Dissatisfied
-%3%-%-%18%*%1%

Neither Satisfied Nor
65852924Dissatisfied
8%8%10%8%34%4%9%

391930243102111Fairly Satisfied
53%31%40%35%42%41%40%

ac

18302528-101101Very Satisfied
25%50%33%41%-%41%37%

dd

Don't Know (DO NOT READ
1051310-3439OUT)
14%8%17%15%-%14%14%

574855523202212NET: Satisfied
78%81%73%77%42%82%77%

-2-*2*2NET: Dissatisfied
-%3%-%1%24%*%1%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

---*---------*Very Dissatisfied
-%-%-%6%-%-%-%-%-%-%-%-%-%*%

4*-*-*-21----4Fairly Dissatisfied
2%2%-%6%-%1%-%4%7%-%-%-%-%2%

Neither Satisfied Nor
231*1*3-51*54325Dissatisfied

9%8%4%12%1%12%-%9%7%2%15%14%16%9%

114433516262110214713124Fairly Satisfied
46%38%30%36%43%58%70%38%52%18%44%22%60%45%

b

946737811197913165109Very Satisfied
38%49%61%35%56%29%30%34%34%80%41%52%24%39%

m

Don't Know (DO NOT READ
12***-*-8---3-13OUT)

5%3%4%6%-%1%-%15%-%-%-%11%-%5%

20810105132437401711272318233NET: Satisfied
84%87%92%70%99%87%100%72%86%98%85%74%84%84%

4*-1-*-21----5NET: Dissatisfied
2%2%-%12%-%1%-%4%7%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

-*----*-----*-*Very Dissatisfied
-%*%-%-%-%-%*%-%-%-%-%-%1%-%*%

23*-**42----3-4Fairly Dissatisfied
1%2%2%-%4%2%2%2%-%-%-%-%5%-%2%

e

Neither Satisfied Nor
11141-*12410-8-23225Dissatisfied

8%10%5%-%4%6%9%14%-%8%-%26%6%10%9%

59657*251173033982327124Fairly Satisfied
44%46%48%21%47%50%45%41%24%42%51%36%55%45%45%

555461141032764571137109Very Satisfied
41%38%38%79%32%37%40%38%61%48%49%13%24%45%39%

b

Don't Know (DO NOT READ
761-1112321-25-13OUT)
5%4%7%-%13%5%5%5%15%1%-%26%9%-%5%

e

11511913139220579841534514233NET: Satisfied
85%83%85%100%79%87%84%79%85%90%100%48%79%90%84%

g

23*-**52----3-5NET: Dissatisfied
1%2%2%-%4%2%2%2%-%-%-%-%6%-%2%

e
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

-*-----*--*---*-*Very Dissatisfied
-%6%-%-%-%-%-%*%-%-%*%-%-%-%3%-%*%

---*14-*4-*4**-24Fairly Dissatisfied
-%-%-%1%2%7%-%*%3%-%*%3%3%2%-%2%2%

a

Neither Satisfied Nor
-1*255116127619*2*2125Dissatisfied
-%17%3%8%15%10%9%5%9%30%5%12%4%9%2%14%9%

b

-4119132653655276559110354124Fairly Satisfied
-%49%79%33%42%50%42%54%39%33%54%38%21%58%23%37%45%

ba

-221410175645558456424763109Very Satisfied
-%26%16%51%31%32%44%38%41%37%38%41%60%21%50%43%39%

Don't Know (DO NOT READ
-**23*7310-310123613OUT)
-%2%1%7%11%1%5%3%7%-%3%6%12%9%22%4%5%

b

-6132222431091101071611012331410117233NET: Satisfied
-%75%96%84%73%82%86%92%80%70%92%79%81%80%73%80%84%

ba

-*-*14-14-14***25NET: Dissatisfied
-%6%-%1%2%7%-%1%3%-%1%3%3%2%3%2%2%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-*--*-*---*-*Very Dissatisfied
-%*%-%-%*%-%*%-%-%-%2%-%*%

*4-32*4---*44Fairly Dissatisfied
*%2%-%2%1%*%2%-%-%-%1%2%2%

Neither Satisfied Nor
124-817520*-231825Dissatisfied
3%10%-%6%12%5%11%1%-%10%12%11%9%

12112-63614976161510868124Fairly Satisfied
49%45%-%47%44%49%43%78%66%43%34%42%45%

1196-5850446347111260109Very Satisfied
45%38%-%43%36%44%36%21%32%45%52%37%39%

Don't Know (DO NOT READ
*13-310112-1*-1213OUT)
2%5%-%2%7%1%7%-%2%2%-%7%5%

b

24208-1211109313920222121129233NET: Satisfied
95%83%-%89%79%93%79%99%98%88%85%79%84%

aa

*5-32*5---145NET: Dissatisfied
*%2%-%2%2%*%3%-%-%-%3%2%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

-**--********-*-*Very Dissatisfied
-%*%*%-%-%*%*%*%1%*%*%*%*%-%1%-%*%

144*-444144342*34Fairly Dissatisfied
3%2%3%*%-%2%2%3%1%2%2%2%2%2%*%2%2%

Neither Satisfied Nor
225812-121610918231622481325Dissatisfied
4%10%6%20%-%6%9%7%10%8%10%9%10%4%14%11%9%

ac

20110572718989544510310884101502748124Fairly Satisfied
39%45%40%45%17%48%48%41%50%46%45%45%45%50%47%40%45%

2895692147067503289937886421948109Very Satisfied
54%39%48%35%79%37%37%39%36%39%38%41%38%42%33%40%39%

b

Don't Know (DO NOT READ
*115**137113111361313913OUT)
1%5%3%1%4%7%4%9%3%5%5%3%6%1%4%8%5%

cbc

4820412648516015610478192201162187924695233NET: Satisfied
92%83%88%80%96%85%85%80%86%85%83%86%82%93%81%79%84%

ab

154*-454145452135NET: Dissatisfied
3%2%3%*%-%2%3%3%1%2%2%2%2%2%1%2%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

--*-*--*****--**-*Very Dissatisfied
-%-%1%-%*%-%-%*%*%*%*%*%-%-%1%*%-%*%

31**43-444442-2344Fairly Dissatisfied
10%1%*%*%2%2%-%2%2%2%2%2%1%-%7%2%2%2%

abc

Neither Satisfied Nor
314792518-25232523251933201425Dissatisfied

11%9%8%12%9%10%-%9%9%9%10%9%10%24%7%13%7%9%

1071443012481-123121123108123925166688124Fairly Satisfied
32%45%50%40%45%44%-%45%47%45%45%45%46%46%45%42%47%45%

1164343410876-1099710892108753125771109Very Satisfied
37%41%38%45%40%41%-%40%38%40%39%40%38%30%34%37%38%39%

Don't Know (DO NOT READ
3733117-1391391311-29913OUT)

10%4%3%3%4%4%-%5%3%5%4%5%5%-%6%6%5%5%

211357765232157-231217231200231167829122159233NET: Satisfied
69%86%88%84%85%85%-%84%86%84%84%84%84%76%80%79%85%84%

cc

311*53-555552-3345NET: Dissatisfied
10%1%1%*%2%2%-%2%2%2%2%2%1%-%8%2%2%2%

abc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

-*-*-*-*-**--*Very Dissatisfied
-%1%-%1%-%*%-%*%-%*%*%-%-%*%

1422-*-4-441-4Fairly Dissatisfied
*%8%1%3%-%*%-%2%-%2%3%1%-%2%

b

Neither Satisfied Nor
15101311*16224520147425Dissatisfied

7%20%8%15%3%9%20%9%5%11%9%19%5%9%

ba

10222813148921224579671341124Fairly Satisfied
45%43%46%43%25%50%27%46%47%44%44%34%50%45%

10457026116641053970621235109Very Satisfied
46%11%39%36%72%37%53%39%40%39%41%32%41%39%

a

Don't Know (DO NOT READ
49112-8-137655313OUT)
2%18%6%2%-%5%-%5%8%3%3%14%4%5%

bc

2062715058141556227841491292576233NET: Satisfied
91%53%85%79%97%86%80%85%87%83%85%66%91%84%

abb

1423-1-5-541-5NET: Dissatisfied
*%8%1%4%-%*%-%2%-%3%3%1%-%2%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

---**-*Very Dissatisfied
-%-%-%1%6%-%*%

*2*2114Fairly Dissatisfied
*%3%*%4%18%*%2%

Neither Satisfied Nor
939421225Dissatisfied

12%6%11%6%34%5%9%

372933263116124Fairly Satisfied
51%48%43%38%42%47%45%

26232831-109109Very Satisfied
36%39%36%47%-%44%39%

Don't Know (DO NOT READ
*273-813OUT)
1%4%9%5%-%3%5%

d

645260573225233NET: Satisfied
87%88%79%85%42%91%84%

*2*3215NET: Dissatisfied
*%3%*%4%24%*%2%

Columns Tested: a,b - a,b,c,d
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

1-------1----1Very Dissatisfied
1%-%-%-%-%-%-%-%6%-%-%-%-%*%

6*-*---21---26Fairly Dissatisfied
2%3%-%6%-%-%-%4%7%-%-%-%9%2%

Neither Satisfied Nor
2511134571--4*27Dissatisfied
10%4%9%12%23%13%15%13%8%-%-%12%2%10%

89322110192662512896Fairly Satisfied
36%25%20%24%12%35%50%46%29%18%17%41%38%35%

987848118157921118116Very Satisfied
40%57%71%53%66%41%22%27%35%80%66%36%37%42%

bm

Don't Know (DO NOT READ
281-*-3553*53330OUT)
12%10%-%6%-%11%14%9%15%2%17%11%15%11%

k

18710106102127401311262316212NET: Satisfied
76%82%91%77%77%76%72%73%65%98%83%77%74%77%

m

7*-*---23---28NET: Dissatisfied
3%3%-%6%-%-%-%4%13%-%-%-%9%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

-1----11------1Very Dissatisfied
-%1%-%-%-%-%*%2%-%-%-%-%-%-%*%

24*--*62-1--2-6Fairly Dissatisfied
2%3%1%-%-%2%2%2%-%1%-%-%4%-%2%

Neither Satisfied Nor
2071**1268-84*7-27Dissatisfied
15%5%9%21%4%11%10%11%-%8%24%3%13%-%10%

a

56395*1391154355224796Fairly Satisfied
42%28%32%44%33%30%35%20%39%38%33%32%43%45%35%

agg

48688*251083353963217116Very Satisfied
36%48%50%35%57%48%42%45%47%43%40%39%37%45%42%

b

Don't Know (DO NOT READ
8221-*1291429*22230OUT)
6%15%8%-%5%9%11%19%15%10%2%26%3%10%11%

bb

10410813148199489751154614212NET: Satisfied
78%76%82%79%90%78%76%66%85%81%73%71%80%90%77%

g

25*--*73-1--2-8NET: Dissatisfied
2%4%1%-%-%2%3%4%-%1%-%-%4%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

---1----1--1----1Very Dissatisfied
-%-%-%5%-%-%-%-%1%-%-%1%-%-%-%-%*%

a

---*24-24-24---36Fairly Dissatisfied
-%-%-%1%6%9%-%2%3%-%2%3%-%-%-%2%2%

aa

Neither Satisfied Nor
--1543153213324**32027Dissatisfied
-%-%4%18%12%5%12%2%16%12%2%16%7%1%22%13%10%

cb

-41071320375241352442914496Fairly Satisfied
-%54%72%27%42%37%29%43%30%13%43%28%52%52%9%30%35%

ba

-231111245455566556226960116Very Satisfied
-%24%24%40%36%46%42%45%42%24%45%40%37%36%66%41%42%

Don't Know (DO NOT READ
-2-311209912921*2*1930OUT)
-%22%-%10%5%2%16%8%7%50%8%13%4%10%3%13%11%

b

-6131824449110797910710541510104212NET: Satisfied
-%78%96%67%78%84%72%88%73%37%88%67%89%89%75%71%77%

ba

---124-26-26---38NET: Dissatisfied
-%-%-%5%6%9%-%2%4%-%2%4%-%-%-%2%3%

aaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-1--11------1Very Dissatisfied
-%1%-%-%1%1%-%-%-%-%-%-%*%

-6-42251--146Fairly Dissatisfied
-%3%-%3%2%2%3%6%-%-%2%3%2%

Neither Satisfied Nor
225-1314918--*21727Dissatisfied
9%10%-%10%10%9%10%-%-%1%9%10%10%

789-494638581089115796Fairly Satisfied
27%36%-%37%33%38%33%48%36%37%47%35%35%

13102-61544768912141061116Very Satisfied
52%41%-%45%39%47%39%44%50%62%40%37%42%

Don't Know (DO NOT READ
327-822426*3-12330OUT)

13%11%-%6%16%4%15%2%13%-%2%14%11%

bb

20190-1101008412618202321118212NET: Satisfied
78%76%-%81%72%84%72%92%87%99%87%72%77%

a

-8-43351--148NET: Dissatisfied
-%3%-%3%3%3%3%6%-%-%2%3%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

-1----1---1111--1Very Dissatisfied
-%1%-%-%-%-%1%-%-%-%1%1%1%1%-%-%*%

2662-464166661236Fairly Dissatisfied
3%3%4%3%-%2%3%3%1%3%3%3%3%1%3%3%2%

Neither Satisfied Nor
224128*12138715231321751627Dissatisfied
4%10%8%13%3%6%7%7%8%7%9%7%9%7%8%13%10%

158745194727545438487748433332996Fairly Satisfied
28%35%32%32%79%38%41%35%48%37%36%39%37%34%59%24%35%

cfac

3099681918571623297987689471059116Very Satisfied
58%40%47%32%18%45%38%48%35%43%40%41%39%47%18%49%42%

bbb

Don't Know (DO NOT READ
3281312-1518108222718251071330OUT)
6%12%9%20%-%8%10%7%8%10%11%9%11%10%12%11%11%

a

4518511339515714610775181184150173804488212NET: Satisfied
87%75%79%64%97%83%79%83%83%81%76%80%76%81%77%73%77%

bc

2862-484168883238NET: Dissatisfied
3%3%4%3%-%2%4%3%1%3%3%4%3%3%3%3%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

-1--11-111111--111Very Dissatisfied
-%1%-%-%*%1%-%*%*%*%1%*%1%-%-%1%1%*%

322266-666664-2666Fairly Dissatisfied
9%1%2%2%2%3%-%2%3%2%3%2%2%-%7%4%3%2%

b

Neither Satisfied Nor
*121582719-272227242722*3171427Dissatisfied
1%7%17%10%10%10%-%10%9%10%10%10%11%2%8%11%7%10%

bc

105927249656-968894859472213577496Fairly Satisfied
33%37%30%31%35%30%-%35%35%34%36%34%36%17%37%37%40%35%

1168373011579-114107116100116766176273116Very Satisfied
36%43%42%39%42%43%-%42%42%42%42%42%38%59%48%40%39%42%

Don't Know (DO NOT READ
6168132824-3028302030242*121830OUT)

21%10%9%17%10%13%-%11%11%11%8%11%12%22%1%8%10%11%

211276454211134-210196210185210148831119147212NET: Satisfied
69%80%72%70%77%73%-%76%77%76%78%76%74%76%84%77%79%77%

332288-888885-2788NET: Dissatisfied
9%2%2%2%3%4%-%3%3%3%3%3%3%-%7%4%4%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

1-1----1-11--1Very Dissatisfied
1%-%1%-%-%-%-%*%-%1%1%-%-%*%

1542*4-6253*36Fairly Dissatisfied
*%11%2%3%3%2%-%2%2%3%2%*%4%2%

b

Neither Satisfied Nor
207196120225720148527Dissatisfied

9%14%11%8%10%11%20%9%7%11%9%20%6%10%

a

79166623469293375846153396Fairly Satisfied
35%32%37%31%25%38%27%35%38%32%30%38%39%35%

10016713097041124076641041116Very Satisfied
45%31%40%41%62%39%53%42%42%42%42%27%49%42%

b

Don't Know (DO NOT READ
2371512-17-301020236130OUT)
10%13%9%16%-%10%-%11%11%11%15%15%1%11%

aa

1803213753131396205771351102574212NET: Satisfied
80%63%78%73%87%78%80%76%80%75%73%65%88%77%

abc

2552*4-8264*38NET: Dissatisfied
1%11%3%3%3%2%-%3%2%3%3%*%4%3%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

1-----1Very Dissatisfied
2%-%-%-%-%-%*%

-2-43-6Fairly Dissatisfied
-%4%-%6%42%-%2%

d

Neither Satisfied Nor
86121-1827Dissatisfied

11%10%15%2%-%7%10%

aa

2521202948896Fairly Satisfied
35%36%26%43%58%36%35%

b

34263027-113116Very Satisfied
46%43%40%39%-%46%42%

Don't Know (DO NOT READ
54146-2730OUT)
7%7%19%10%-%11%11%

d

594750564201212NET: Satisfied
81%79%66%82%58%82%77%

bb

12-43-8NET: Dissatisfied
2%4%-%6%42%-%3%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

2--------*--22Very Dissatisfied
1%-%-%-%-%-%-%-%-%2%-%-%8%1%

2*-*---2-----3Fairly Dissatisfied
1%3%-%6%-%-%-%4%-%-%-%-%-%1%

Neither Satisfied Nor
1811*-2351-34119Dissatisfied

7%5%5%6%-%6%8%9%7%-%8%12%3%7%

88322410192472511794Fairly Satisfied
36%22%15%26%34%36%50%43%36%17%17%36%30%34%

k

109794814101710921119129Very Satisfied
44%62%80%57%66%52%28%30%49%80%66%35%44%47%

bbm

Don't Know (DO NOT READ
271-*-2572*35328OUT)
11%7%-%6%-%7%14%13%8%2%9%16%15%10%

kk

19710106132429401711262216223NET: Satisfied
80%84%95%83%100%87%78%73%85%96%83%72%74%81%

bm

4*-*---2-*--25NET: Dissatisfied
2%3%-%6%-%-%-%4%-%2%-%-%8%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

2**-*-22-*----2Very Dissatisfied
1%*%1%-%4%-%1%2%-%*%-%-%-%-%1%

*3----3--1--2-3Fairly Dissatisfied
*%2%-%-%-%-%1%-%-%1%-%-%4%-%1%

Neither Satisfied Nor
1271*-1186-2426-19Dissatisfied

9%5%9%21%-%12%7%8%-%2%24%28%11%-%7%

ee

52425*2389202315*25794Fairly Satisfied
39%30%32%44%42%27%34%27%16%34%32%7%44%45%34%

g

59708*261223574762237129Very Satisfied
44%50%50%35%49%52%47%48%70%50%41%39%41%45%47%

Don't Know (DO NOT READ
9191-*12711212*2*228OUT)
7%14%8%-%5%9%10%15%15%13%2%26%1%10%10%

bb

11111313148211549781134814223NET: Satisfied
83%79%82%79%90%79%81%75%85%84%73%46%85%90%81%

23*-*-52-1--2-5NET: Dissatisfied
2%2%1%-%4%-%2%2%-%1%-%-%4%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

-*---2-*2-*2*---2Very Dissatisfied
-%2%-%-%-%3%-%*%1%-%*%1%4%-%-%-%1%

----*3-*3-*3---33Fairly Dissatisfied
-%-%-%-%1%5%-%*%2%-%*%2%-%-%-%2%1%

a

Neither Satisfied Nor
-*-5546514*514*231119Dissatisfied
-%1%-%19%15%7%5%5%10%2%5%9%3%10%20%7%7%

aa

-41051215434843348461514794Fairly Satisfied
-%50%73%19%38%29%34%40%33%13%40%30%21%29%10%32%34%

-241214286156658567336967129Very Satisfied
-%24%27%43%45%53%48%47%49%35%47%47%68%36%67%46%47%

Don't Know (DO NOT READ
-2-5*116107121018*4*1828OUT)
-%22%-%19%1%2%13%9%5%50%9%12%4%24%3%12%10%

bcbc

-6131726431051041081110411941110114223NET: Satisfied
-%74%100%63%83%82%82%86%81%48%86%77%89%66%77%78%81%

dda

-*--*4-14-14*--35NET: Dissatisfied
-%2%-%-%1%9%-%*%3%-%*%3%4%-%-%2%2%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-2--2-2---*22Very Dissatisfied
-%1%-%-%1%-%1%-%-%-%1%1%1%

-3-3**3---*33Fairly Dissatisfied
-%1%-%2%*%*%2%-%-%-%2%2%1%

Neither Satisfied Nor
*19-811514--*21219Dissatisfied
*%8%-%6%8%5%8%-%-%1%8%7%7%

886-49453658979115994Fairly Satisfied
33%34%-%36%32%36%33%42%30%37%46%36%34%

13116-67635377913151068129Very Satisfied
53%46%-%49%45%53%44%44%56%62%41%42%47%

Don't Know (DO NOT READ
324-91862133-11928OUT)

13%10%-%7%13%6%12%14%13%-%2%12%10%

22201-1161088813517202321127223NET: Satisfied
87%81%-%85%77%88%77%86%87%99%87%78%81%

a

-5-32*5---145NET: Dissatisfied
-%2%-%2%2%*%3%-%-%-%2%3%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

2222-*2**2222*2-2Very Dissatisfied
3%1%1%3%-%*%1%*%*%1%1%1%1%*%3%-%1%

a

-33*-333*3333--33Fairly Dissatisfied
-%1%2%1%-%2%2%2%*%1%1%2%1%-%-%3%1%

Neither Satisfied Nor
21985*912777191519621119Dissatisfied
3%8%6%8%3%5%6%5%8%3%8%8%9%6%4%9%7%

ddd

14844822-727246368582647837312794Fairly Satisfied
26%34%34%36%-%38%39%36%40%38%34%34%34%37%54%22%34%

aac

33112742258782633810511189103491367129Very Satisfied
64%46%51%37%97%46%45%49%42%47%46%47%45%49%24%56%47%

bbb

Don't Know (DO NOT READ
22599-161211923241522891228OUT)
4%10%6%16%-%9%7%8%10%10%10%8%10%8%16%10%10%

4719612244515915510974189193153180854494223NET: Satisfied
90%80%85%73%97%85%84%84%82%84%80%81%80%86%77%78%81%

bc

2552-35315555*235NET: Dissatisfied
3%2%3%3%-%2%3%2%1%2%2%3%2%*%3%3%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

--2222-222222-*222Very Dissatisfied
-%-%2%2%1%1%-%1%1%1%1%1%1%-%*%1%1%1%

21--33-333331-2233Fairly Dissatisfied
8%1%-%-%1%2%-%1%1%1%1%1%*%-%7%2%2%1%

abc

Neither Satisfied Nor
111861916-191619191914*591619Dissatisfied
3%7%9%8%7%8%-%7%6%7%8%7%7%2%14%6%8%7%

85234249456-948792819272211606594Fairly Satisfied
28%33%38%32%34%30%-%34%34%34%34%34%36%17%32%39%35%34%

1278383112987-127119129112129896177184129Very Satisfied
41%50%43%41%47%47%-%46%47%47%47%47%45%59%48%46%45%47%

Don't Know (DO NOT READ
6167132720-2827281928212-101728OUT)

19%10%8%17%10%11%-%10%11%10%8%10%11%22%-%7%9%10%

a

211307256223143-221206221194221161829131149223NET: Satisfied
69%83%82%73%81%78%-%81%81%81%82%81%81%76%79%85%80%81%

212255-555552-3455NET: Dissatisfied
8%1%2%2%2%3%-%2%2%2%2%2%1%-%7%3%3%2%

bc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

-22*-2-22*-*22Very Dissatisfied
-%4%1%*%-%1%-%1%2%*%-%*%2%1%

b

1212**-3-33-*3Fairly Dissatisfied
*%5%*%3%3%*%-%1%-%2%2%-%*%1%

b

Neither Satisfied Nor
145163*15218713107219Dissatisfied

6%10%9%5%1%8%20%7%7%7%7%18%3%7%

ac

74206323266292355947163194Fairly Satisfied
33%39%36%31%14%37%21%34%36%33%31%42%37%34%

114158036127951254486731146129Very Satisfied
51%30%46%49%82%44%59%46%46%48%48%28%55%47%

abb

Don't Know (DO NOT READ
227159-18-28919194328OUT)
10%13%8%12%-%10%-%11%10%11%13%11%3%10%

a

1883514358141456217791451202776223NET: Satisfied
84%69%81%80%96%81%80%81%82%80%79%70%92%81%

abc

1423*2-5233*25NET: Dissatisfied
*%8%1%4%3%1%-%2%2%2%2%*%2%2%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

*2--2-2Very Dissatisfied
*%3%-%-%23%-%1%

-1-2--3Fairly Dissatisfied
-%1%-%4%-%-%1%

Neither Satisfied Nor
2710*-1219Dissatisfied
3%12%13%1%-%5%7%

adad

2520222758394Fairly Satisfied
34%34%29%40%77%34%34%

38283132-125129Very Satisfied
52%46%41%48%-%51%47%

Don't Know (DO NOT READ
83135-2528OUT)

10%4%17%8%-%10%10%

c

634853595208223NET: Satisfied
86%80%70%88%77%85%81%

bb

*2-22-5NET: Dissatisfied
*%4%-%4%23%-%2%

Columns Tested: a,b - a,b,c,d
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

3-------3----3Very Dissatisfied
1%-%-%-%-%-%-%-%13%-%-%-%-%1%

81-*----1--339Fairly Dissatisfied
3%7%-%6%-%-%-%-%7%-%-%10%14%3%

Neither Satisfied Nor
36111328124*22239Dissatisfied
15%5%7%18%23%6%22%23%21%2%8%7%9%14%

78331112181843510685Fairly Satisfied
32%25%30%11%12%42%48%33%23%28%17%32%30%31%

6977471131446610786Very Satisfied
28%56%64%53%54%41%8%26%21%56%18%35%31%31%

mbm

Don't Know (DO NOT READ
541-12381032185355OUT)
22%7%-%12%12%11%21%19%15%14%58%17%15%20%

klk

14710105823213389112013171NET: Satisfied
60%81%93%64%66%83%57%59%43%85%34%67%61%62%

mbm

101-*----4--3311NET: Dissatisfied
4%7%-%6%-%-%-%-%21%-%-%10%14%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Table 101                                                                                                                                                                                       Page 994

Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

-3----31------3Very Dissatisfied
-%2%-%-%-%-%1%2%-%-%-%-%-%-%1%

36*--*92-51---9Fairly Dissatisfied
2%4%2%-%-%3%3%3%-%6%8%-%-%-%3%

Neither Satisfied Nor
21172-*1376-103217-39Dissatisfied
16%12%11%-%8%13%14%9%-%11%22%26%31%-%14%

eg

49365*1381244225119785Fairly Satisfied
37%25%30%42%29%29%31%33%39%23%36%9%34%42%31%

a

39477*2579193315317786Very Satisfied
29%33%44%35%49%43%30%26%24%34%31%39%30%43%31%

a

Don't Know (DO NOT READ
22332*115320424*23255OUT)
17%23%13%23%14%12%20%27%37%26%2%26%5%14%20%

bb

888312138159437531033714171NET: Satisfied
65%59%74%77%78%73%61%59%63%57%68%48%64%86%62%

a

39*--*113-51---11NET: Dissatisfied
2%6%2%-%-%3%4%5%-%6%8%-%-%-%4%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

---11--11-11----3Very Dissatisfied
-%-%-%5%4%-%-%1%1%-%1%1%-%-%-%-%1%

aa

--*222126-26---59Fairly Dissatisfied
-%-%3%7%6%4%1%2%5%-%2%4%-%-%-%4%3%

Neither Satisfied Nor
-13575171821-18212232339Dissatisfied
-%16%20%18%23%10%14%15%15%-%15%13%51%14%26%16%14%

-475122035394153946*514485Fairly Satisfied
-%45%53%18%40%39%28%32%31%23%32%30%8%28%8%30%31%

dd

-135822373744537491484686Very Satisfied
-%17%22%19%26%42%29%31%33%22%31%31%29%20%63%32%31%

d

Don't Know (DO NOT READ
-2*9*236232012233217*2855OUT)
-%22%2%34%1%4%29%19%15%54%19%21%12%38%3%19%20%

bcbc

-510102042727685117695281090171NET: Satisfied
-%62%75%37%66%81%57%63%64%46%63%61%37%48%71%62%62%

dad

--*332148-48---511NET: Dissatisfied
-%-%3%11%11%4%1%3%6%-%3%5%-%-%-%4%4%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-3-113-1----3Very Dissatisfied
-%1%-%1%1%3%-%6%-%-%-%-%1%

a

27-4545-1-259Fairly Dissatisfied
7%3%-%3%4%4%3%-%6%-%10%3%3%

Neither Satisfied Nor
237-201892953112739Dissatisfied
8%15%-%15%13%9%17%23%11%3%3%16%14%

b

481-43423055586105385Fairly Satisfied
17%32%-%32%30%30%31%23%36%26%43%33%31%

876-44403549481284686Very Satisfied
32%31%-%33%29%35%28%19%34%49%33%28%31%

Don't Know (DO NOT READ
946-2332193663533255OUT)

37%18%-%17%23%19%21%29%13%22%12%20%20%

12157-878265104816181899171NET: Satisfied
49%63%-%64%59%65%60%42%70%75%75%61%62%

210-566511-2511NET: Dissatisfied
7%4%-%4%5%6%3%6%6%-%10%3%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

-31--131-13333--3Very Dissatisfied
-%1%1%-%-%1%1%1%-%1%1%1%1%3%-%-%1%

2854-584378763429Fairly Dissatisfied
4%3%4%6%-%3%4%3%3%3%3%4%3%3%6%2%3%

Neither Satisfied Nor
532136228232312283326291212639Dissatisfied
9%13%9%10%34%15%12%18%14%13%14%14%13%12%1%22%14%

bb

168047272526635377280678029292785Fairly Satisfied
31%33%33%46%48%28%36%27%41%32%33%36%35%29%52%22%31%

afac

2073509*685645277169496434114086Very Satisfied
38%30%35%15%9%36%31%35%30%31%28%26%28%35%20%33%31%

c

Don't Know (DO NOT READ
9512714*342821114550354419122555OUT)

17%21%19%24%9%18%15%16%12%20%21%19%20%19%21%21%20%

36153973631201238064142149116144644167171NET: Satisfied
70%62%67%60%57%64%67%62%71%63%62%62%64%64%72%56%62%

a

21074-6105391010954211NET: Dissatisfied
4%4%5%6%-%3%6%4%3%4%4%5%4%5%6%2%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

-3--33-333333--333Very Dissatisfied
-%2%-%-%1%1%-%1%1%1%1%1%1%-%-%2%1%1%

*45495-979897--549Fairly Dissatisfied
1%2%6%5%3%3%-%3%3%3%3%3%4%-%-%3%2%3%

Neither Satisfied Nor
4191583825-393439353923211182839Dissatisfied

15%12%17%11%14%14%-%14%14%14%15%14%12%15%32%12%15%14%

c

104332258552-857884788467212646285Fairly Satisfied
35%27%36%33%31%28%-%31%31%30%33%30%34%17%33%42%33%31%

65327238556-847985738559511455386Very Satisfied
20%34%30%30%31%30%-%31%31%31%31%31%30%46%31%29%29%31%

Don't Know (DO NOT READ
93610165444-55525541554022193755OUT)

29%23%12%22%20%24%-%20%21%20%17%20%20%22%5%12%20%20%

aaa

16965848170108-169157169151169126723110115171NET: Satisfied
55%61%66%63%62%59%-%62%62%62%64%62%64%63%64%71%62%62%

*654117-111011101110--8611NET: Dissatisfied
1%4%6%5%4%4%-%4%4%4%4%4%5%-%-%5%3%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

113--1-3-31-13Very Dissatisfied
1%3%1%-%-%1%-%1%-%1%1%-%2%1%

4561*4-9622259Fairly Dissatisfied
2%9%3%2%3%2%-%3%7%1%1%5%6%3%

bac

Neither Satisfied Nor
24142413421-3913251581539Dissatisfied
11%28%13%18%24%12%-%14%14%14%10%22%18%14%

bc

7785823269284226344142785Fairly Satisfied
34%16%33%31%11%38%21%31%23%35%29%36%33%31%

a

7115562085768036504982886Very Satisfied
32%29%32%27%53%32%79%30%38%28%33%22%33%31%

Don't Know (DO NOT READ
4783016127-551838406755OUT)
21%16%17%22%9%15%-%21%18%21%26%15%9%20%

a

14823114439126816359112932255171NET: Satisfied
66%44%65%58%64%70%100%61%61%62%62%58%66%62%

a

5681*5-116532611NET: Dissatisfied
2%12%5%2%3%3%-%4%7%3%2%5%8%4%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

1--11-3Very Dissatisfied
2%-%-%2%18%-%1%

*431259Fairly Dissatisfied
*%7%4%2%23%2%3%

d

Neither Satisfied Nor
58179*2739Dissatisfied
6%14%22%14%6%11%14%

d

3220151827885Fairly Satisfied
43%34%20%26%34%32%31%

ab

24202221-8586Very Satisfied
32%33%29%31%-%35%31%

Don't Know (DO NOT READ
127191715155OUT)
16%12%25%25%18%21%20%

554037382163171NET: Satisfied
76%67%49%57%34%66%62%

abb

14333511NET: Dissatisfied
2%7%4%4%42%2%4%

Columns Tested: a,b - a,b,c,d
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

4------2----24Very Dissatisfied
2%-%-%-%-%-%-%4%-%-%-%-%8%1%

5*-----33----6Fairly Dissatisfied
2%2%-%-%-%-%-%5%14%-%-%-%-%2%

Neither Satisfied Nor
202-123281*3-*23Dissatisfied

8%14%-%12%13%12%7%14%7%3%8%-%1%8%

bk

552324511344691063Fairly Satisfied
22%18%30%27%31%16%29%5%23%33%19%29%49%23%

148774720243411718208167Very Satisfied
60%61%70%61%56%71%65%62%55%64%58%66%35%61%

Don't Know (DO NOT READ
141---*-5--52214OUT)

6%4%-%-%-%1%-%10%-%-%15%6%8%5%

2039116112435371511242918230NET: Satisfied
83%79%100%88%87%87%93%67%79%97%77%94%84%83%

lm

9*-----53---210NET: Dissatisfied
4%2%-%-%-%-%-%9%14%-%-%-%8%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

4-----42-2----4Very Dissatisfied
3%-%-%-%-%-%2%2%-%3%-%-%-%-%1%

a

33*--*5--2--3-6Fairly Dissatisfied
2%2%3%-%-%4%2%-%-%2%-%-%5%-%2%

Neither Satisfied Nor
10131-1*2210*1--11*23Dissatisfied

7%9%6%-%12%3%8%14%2%1%-%-%19%3%8%

ee

32316*245615*223212563Fairly Satisfied
24%22%41%44%39%42%22%20%2%24%20%36%21%31%23%

aa

81867*25160436621222911167Very Satisfied
60%61%45%56%48%44%61%60%59%67%80%39%51%66%61%

beb

Don't Know (DO NOT READ
5101--113343-22-14OUT)
3%7%5%-%-%7%5%4%37%3%-%26%4%-%5%

11311714149216586841554116230NET: Satisfied
84%82%87%100%88%85%83%80%61%91%100%74%72%97%83%

bg

73*--*92-4--3-10NET: Dissatisfied
5%2%3%-%-%4%4%2%-%4%-%-%5%-%4%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1003

Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

------4-4--4---44Very Dissatisfied
-%-%-%-%-%-%3%-%3%-%-%3%-%-%-%3%1%

cb

---*4-233*33-*3-6Fairly Dissatisfied
-%-%-%1%12%-%1%2%2%1%2%2%-%1%19%-%2%

ab

Neither Satisfied Nor
-23133111211*1211*1*1323Dissatisfied
-%25%23%2%10%5%9%10%8%2%10%7%8%4%3%9%8%

-2441013263328233291522463Fairly Satisfied
-%18%31%17%32%24%20%28%21%7%28%19%19%26%11%16%23%

-46221436746982176998310897167Very Satisfied
-%53%46%80%45%70%58%57%61%72%57%63%69%55%63%67%61%

acc

Don't Know (DO NOT READ
-*--*110474411*2*714OUT)
-%3%-%-%1%1%8%3%5%18%3%7%4%14%3%5%5%

-610262449991021091810212841410121230NET: Satisfied
-%72%77%97%77%94%78%85%82%80%85%82%88%82%75%83%83%

acac

---*4-637*37-*3410NET: Dissatisfied
-%-%-%1%12%-%4%2%5%1%2%4%-%1%19%3%4%

b
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1004

Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-4--4-4----44Very Dissatisfied
-%2%-%-%3%-%2%-%-%-%-%2%1%

b

-6-33143--*36Fairly Dissatisfied
-%2%-%2%2%1%3%14%-%-%1%2%2%

Neither Satisfied Nor
121-11129143*441123Dissatisfied
6%8%-%8%9%9%8%15%1%17%18%7%8%

a

954-3825303283464163Fairly Satisfied
35%22%-%28%18%30%19%38%14%15%25%25%23%

a

15151-828460106717161392167Very Satisfied
59%60%-%60%60%60%61%33%74%67%56%57%61%

Don't Know (DO NOT READ
*14-312*14-3--1214OUT)
*%6%-%2%8%*%8%-%12%-%-%7%5%

bb

24205-1191099013814201920134230NET: Satisfied
94%82%-%88%78%90%79%71%88%83%81%82%83%

aa

-10-37183--*710NET: Dissatisfied
-%4%-%2%5%1%5%14%-%-%1%4%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1005

Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

-222-24-44222-4-4Very Dissatisfied
-%1%2%3%-%1%2%-%4%2%1%1%1%-%7%-%1%

abcfac

*43*-666*36343*36Fairly Dissatisfied
*%2%2%*%-%3%3%4%*%1%2%2%2%3%*%2%2%

Neither Satisfied Nor
221113-191412819211918105723Dissatisfied
5%9%8%6%-%10%8%9%8%8%9%10%8%10%10%6%8%

14583715*474832195557395524132563Fairly Satisfied
26%24%26%24%8%25%26%25%21%24%23%21%24%24%24%21%23%

36148833651051067259130146117136593375167Very Satisfied
68%60%58%60%92%56%58%56%65%58%60%62%60%59%59%62%61%

Don't Know (DO NOT READ
*1375-1057114128123*1114OUT)
1%5%5%8%-%5%3%5%1%6%5%4%5%3%*%9%5%

eeeeb

49206121505152155105781852021561918347100230NET: Satisfied
94%84%84%84%100%81%84%81%86%82%83%83%84%84%83%83%83%

ab

*652-81064775634310NET: Dissatisfied
*%2%4%3%-%4%5%4%5%3%3%3%3%3%7%2%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1006

Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

-4-244-444442-2224Very Dissatisfied
-%3%-%3%1%2%-%1%2%1%2%1%1%-%5%1%1%1%

-24*63-63666411246Fairly Dissatisfied
-%1%5%*%2%2%-%2%1%2%2%2%2%13%4%1%2%2%

Neither Satisfied Nor
281262317-232223212315-6121823Dissatisfied
8%5%13%8%8%9%-%8%9%8%9%8%8%-%17%8%10%8%

b

73817196241-63596357634347374063Fairly Satisfied
23%24%20%25%23%22%-%23%23%23%24%23%22%33%19%24%21%23%

20945343167113-16515316513716512232097112167Very Satisfied
68%60%60%57%61%61%-%60%60%60%58%60%62%30%56%63%60%61%

Don't Know (DO NOT READ
-1135137-1412141314123-51114OUT)
-%7%3%6%5%4%-%5%5%5%5%5%6%24%-%3%6%5%

271327063229154-228212228193228166727134152230NET: Satisfied
92%84%79%82%84%83%-%83%84%83%82%83%83%63%75%87%82%83%

-643107-1071010107133610NET: Dissatisfied
-%4%5%3%4%4%-%4%3%4%4%4%3%13%9%2%3%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1007

Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

4-4--4-4224--4Very Dissatisfied
2%-%2%-%-%2%-%2%2%1%3%-%-%1%

*541-6-633*336Fairly Dissatisfied
*%10%2%2%-%3%-%2%3%2%*%7%3%2%

bcc

Neither Satisfied Nor
149147216*22914126523Dissatisfied

6%17%8%10%14%9%2%8%9%8%8%15%6%8%

b

45173816136261243831102163Fairly Satisfied
20%34%21%22%6%20%27%23%25%21%21%27%26%23%

b

150171064512110516256111931952167Very Satisfied
66%34%60%61%80%61%71%60%58%62%61%51%62%61%

a

Don't Know (DO NOT READ
122113-7-1421212*214OUT)

5%5%6%4%-%4%-%5%2%7%8%1%3%5%

1953514361131478222801501243073230NET: Satisfied
87%68%81%84%86%82%98%83%83%83%82%78%88%83%

a

4581-10-105543310NET: Dissatisfied
2%10%5%2%-%5%-%4%5%3%3%7%3%4%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1008

Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

4----44Very Dissatisfied
6%-%-%-%-%2%1%

-*41126Fairly Dissatisfied
-%1%5%2%18%1%2%

d

Neither Satisfied Nor
568431623Dissatisfied
6%11%10%5%40%6%8%

181719835263Fairly Satisfied
24%29%25%12%41%21%23%

a

42354149-161167Very Satisfied
58%59%54%72%-%65%61%

b

Don't Know (DO NOT READ
4145-1114OUT)
6%1%5%8%-%5%5%

605260573213230NET: Satisfied
82%88%79%85%41%87%83%

4*411610NET: Dissatisfied
6%1%5%2%18%2%4%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 102  (continuation)                                                                                                                                                                      Page 1009

Amount / level of lost mail (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

10*-*---7--2--11Very Dissatisfied
4%3%-%6%-%-%-%13%-%-%8%-%-%4%

511*-2--1-*2-7Fairly Dissatisfied
2%6%8%6%-%7%-%-%7%-%1%5%-%3%

Neither Satisfied Nor
523321551042117760Dissatisfied
21%24%25%30%11%17%14%19%22%17%35%22%32%22%

9423253182173121014101Fairly Satisfied
38%20%26%21%42%12%48%38%37%28%39%32%67%36%

l

78443618111756610*89Very Satisfied
32%37%36%36%47%63%31%30%28%53%18%32%1%32%

Don't Know (DO NOT READ
71*--*3-1*-3-9OUT)
3%10%4%-%-%1%7%-%6%2%-%9%-%3%

17277411212938139181915190NET: Satisfied
70%57%62%57%89%76%79%68%64%81%56%63%68%69%

15111-2-71-32-18NET: Dissatisfied
6%10%8%13%-%7%-%13%7%-%9%5%-%6%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 103                                                                                                                                                                                      Page 1010

Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

38----112-6--2-11Very Dissatisfied
2%5%-%-%-%-%4%3%-%6%-%-%4%-%4%

251*-162-12-2-7Fairly Dissatisfied
2%3%6%21%-%7%2%3%-%1%13%-%3%-%3%

Neither Satisfied Nor
27333-1257172232*5660Dissatisfied
20%23%21%-%36%17%22%23%19%25%15%7%9%36%22%

bb

53485*24952623176244101Fairly Satisfied
39%34%35%44%36%34%37%35%23%34%44%86%43%23%36%

47425*1484215294*23789Very Satisfied
35%30%34%35%23%38%32%29%44%31%29%6%41%41%32%

Don't Know (DO NOT READ
261-**8522--*-9OUT)
2%4%4%-%5%4%3%6%15%2%-%-%*%-%3%

b

999111128179477601164810190NET: Satisfied
74%64%69%79%59%72%69%64%66%65%72%93%84%64%69%

eg

5131*-1175-72-4-18NET: Dissatisfied
4%9%6%21%-%7%6%6%-%8%13%-%7%-%6%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 103  (continuation)                                                                                                                                                                      Page 1011

Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

----32355*56---1011Very Dissatisfied
-%-%-%-%9%5%2%4%4%2%4%4%-%-%-%7%4%

--*122243-43*-147Fairly Dissatisfied
-%-%4%2%7%4%1%3%2%-%3%2%3%-%7%3%3%

Neither Satisfied Nor
-1*361730302553030*712160Dissatisfied
-%13%3%10%21%33%23%25%19%20%25%19%7%40%8%14%22%

d

-3712151647414910415937660101Fairly Satisfied
-%37%53%45%49%30%37%34%37%46%34%38%63%40%46%41%36%

-3510514413846538511454989Very Satisfied
-%40%35%37%15%28%32%31%35%21%31%33%23%21%36%33%32%

cc

Don't Know (DO NOT READ
-111-*524327*-*39OUT)
-%10%5%5%-%1%4%2%3%11%2%4%4%-%3%2%3%

-612222030877995157911141011109190NET: Satisfied
-%77%89%82%64%58%69%66%72%67%66%71%86%60%82%74%69%

b

--*155599*99*-11418NET: Dissatisfied
-%-%4%2%16%9%4%7%6%2%7%6%3%-%7%9%6%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 103  (continuation)                                                                                                                                                                      Page 1012

Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

-11-2828-32-611Very Dissatisfied
-%4%-%2%6%2%5%-%11%10%-%3%4%

-7-2525--**67Fairly Dissatisfied
-%3%-%2%4%2%3%-%-%2%2%4%3%

Neither Satisfied Nor
556-2634154510-174260Dissatisfied

18%22%-%19%25%15%26%49%-%5%29%26%22%

b

1091-53474259795761101Fairly Satisfied
40%36%-%39%34%42%34%34%41%22%29%37%36%

1177-4840355231114104389Very Satisfied
43%31%-%35%29%35%30%13%47%60%41%26%32%

Don't Know (DO NOT READ
-9-44361*--69OUT)
-%3%-%3%3%3%3%3%1%-%-%4%3%

21168-10187771119201917104190NET: Satisfied
82%67%-%75%63%77%63%47%88%82%70%64%69%

aa

-18-413413-33*1218NET: Dissatisfied
-%7%-%3%10%4%8%-%11%12%2%7%6%

b
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 103  (continuation)                                                                                                                                                                      Page 1013

Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

-833-8835863635311Very Dissatisfied
-%3%2%5%-%4%4%2%6%3%2%1%3%3%8%3%4%

b

2762-575377575*17Fairly Dissatisfied
4%3%4%4%-%2%4%4%3%3%3%3%3%5%1%1%3%

Neither Satisfied Nor
105435212375221275156415421172260Dissatisfied
19%22%25%35%40%20%28%16%30%23%23%22%24%21%30%19%22%

aff

20934919*7069493479926989291656101Fairly Satisfied
38%38%34%32%3%37%38%38%38%35%38%37%39%29%29%46%36%

bc

197647133644146207473626439183289Very Satisfied
37%31%33%22%57%34%23%36%22%33%30%33%28%39%32%27%32%

egegega

Don't Know (DO NOT READ
1731-575169763-59OUT)
2%3%2%2%-%3%4%4%1%2%4%4%3%3%-%5%3%

39169963331331119554154165132154683588190NET: Satisfied
75%69%67%54%60%71%60%74%60%68%68%70%68%68%61%73%69%

cegg

21595-121478141381385518NET: Dissatisfied
4%6%6%9%-%7%8%6%9%6%5%4%6%8%9%4%6%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 103  (continuation)                                                                                                                                                                      Page 1014

Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

-832106-111110101011--5611Very Dissatisfied
-%5%3%3%4%3%-%4%4%4%4%4%5%-%-%3%3%4%

-34171-777675-2367Fairly Dissatisfied
-%2%5%1%3%1%-%3%3%3%3%3%3%-%5%2%3%3%

Neither Satisfied Nor
113415156045-60566057604269374060Dissatisfied
35%22%17%19%22%24%-%22%22%22%24%22%21%56%24%24%22%22%

a

1265233210167-100941019010176485972101Fairly Satisfied
41%41%26%42%37%36%-%37%37%37%38%37%38%40%23%38%39%36%

a

74042238959-878087698756*17485689Very Satisfied
24%25%47%30%32%32%-%32%31%32%29%32%28%4%47%31%30%32%

bcc

Don't Know (DO NOT READ
-81377-979499--279OUT)
-%5%1%4%3%4%-%3%3%3%2%3%4%-%-%1%4%3%

191056555189126-188173188159188132526107128190NET: Satisfied
65%67%74%72%69%68%-%68%68%69%67%69%66%44%71%69%68%69%

-1173177-181717161716-281218NET: Dissatisfied
-%7%8%4%6%4%-%6%7%6%7%6%8%-%5%5%6%6%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

8265-8*105562211Very Dissatisfied
4%5%3%7%-%5%6%4%5%3%4%6%3%4%

5243-3*71652-7Fairly Dissatisfied
2%3%2%4%-%2%5%3%1%3%3%6%-%3%

a

Neither Satisfied Nor
5010352124325818424221460Dissatisfied
22%20%20%28%14%24%27%22%19%23%28%5%16%22%

b

81207021262-1013269511732101Fairly Satisfied
36%40%40%29%15%34%-%38%34%38%34%45%39%36%

75145818959584375240143589Very Satisfied
33%27%33%25%62%33%61%31%38%29%27%36%42%32%

c

Don't Know (DO NOT READ
633515-93671*9OUT)
3%5%2%7%9%3%-%3%3%3%5%2%*%3%

b

156341283911121518569121923167190NET: Satisfied
69%66%73%54%77%67%61%69%72%67%61%81%80%69%

acc

144108-11117611115218NET: Dissatisfied
6%8%6%10%-%6%11%6%7%6%7%12%3%6%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

8*3-2511Very Dissatisfied
10%1%3%-%34%2%4%

ac

1321167Fairly Dissatisfied
2%5%3%1%18%2%3%

Neither Satisfied Nor
261312915460Dissatisfied
35%21%16%14%18%22%22%

ab

20182538287101Fairly Satisfied
27%31%33%56%30%36%36%

bcd

16243018-8689Very Satisfied
22%41%40%27%-%35%32%

dd

Don't Know (DO NOT READ
2141-79OUT)
3%1%6%2%-%3%3%

364355562174190NET: Satisfied
49%72%72%83%30%71%69%

ddd

934141118NET: Dissatisfied
12%6%6%1%52%5%6%

a
Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Areas
Price ofAmount / levelLatestCollectionTime ofDelivery consistency /Delivery time (when
postageof lost mailcollection timereliabilitycollectionreliability (e.g. arrivesyou receive your

as promised consistently)mail delivery)

gfedcbaSignificance Level: 95%
279279279279279279279Unweighted total
276276276276276276276Weighted total

114321**Very Dissatisfied
4%1%1%1%*%*%*%

abcde

7693642Fairly Dissatisfied
3%2%3%1%2%2%1%

a

Neither Satisfied Nor
60233919272524Dissatisfied
22%8%14%7%10%9%9%

abcdefadf

10163859496124111Fairly Satisfied
36%23%31%34%35%45%40%

ffffcdefgef

8916786129116109101Very Satisfied
32%61%31%47%42%39%37%

abcdegaegege

Don't Know (DO NOT READ
9145528301339OUT)
3%5%20%10%11%5%14%

bcdfgbfgbfgbfg

190230171223212233212NET: Satisfied
69%83%62%81%77%84%77%

egegegacegeg

1810115852NET: Dissatisfied
6%4%4%2%3%2%1%

abcdaa
Columns Tested: a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP2. SUMMARY. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas ...
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

1991196112130431410292418225No Problems
81%95%84%81%90%76%80%77%71%92%92%78%82%82%

bm

11-11---7-*-2213Collection reliability
4%-%9%19%-%-%-%13%-%2%-%5%8%5%

9----2-5-*--29Damaged mail / goods
3%-%-%-%-%6%-%9%-%2%-%-%8%3%

8-*--3--*--5-8Amount of lost mail
3%-%4%-%-%12%-%-%1%-%-%15%-%3%

lm

Delivery reliability
(e.g. arrives as

61**-*5----*17promised)
2%5%4%6%-%1%13%-%-%-%-%1%2%3%

Wrong postage /
shortfall on incoming

4-----2-1----4mail - having to pay
2%-%-%-%-%-%6%-%7%-%-%-%-%1%

Lost or late delivery of
3----2--1*---3sent mail
1%-%-%-%-%6%-%-%7%3%-%-%-%1%

Delivery time (when you
receive your mail

3--*--*3-----3delivery)
1%-%-%6%-%-%*%5%-%-%-%-%-%1%

Trustworthiness of the
*--------*---*provider
*%-%-%-%-%-%-%-%-%2%-%-%-%*%

--------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

--------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlk*j*i*h*g*f*e*d*cb*aSignificance Level: 95%
190363320122321272018183021279Unweighted total
24712117132837551911313021276Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7--*1--*3*2*-7Other
3%-%-%6%10%-%-%*%13%2%8%1%-%3%

47121178136127451Any problem
19%5%16%19%10%24%20%23%29%8%8%22%18%18%

ll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

112113131392135810821543715225No Problems
83%80%81%100%60%87%82%80%98%89%97%64%64%90%82%

bb

85*-*-132-1-28-13Collection reliability
6%4%1%-%4%-%5%3%-%1%-%33%15%-%5%

eg

27*-**83-2--4-9Damaged mail / goods
1%5%2%-%4%2%3%4%-%2%-%-%7%-%3%

27*-**81-4--3-8Amount of lost mail
1%5%3%-%5%2%3%2%-%4%-%-%6%-%3%

Delivery reliability
(e.g. arrives as

341-1*63-1**3-7promised)
3%3%6%-%12%4%2%4%-%1%3%3%5%-%3%

Wrong postage /
shortfall on incoming

21----44------4mail - having to pay
2%1%-%-%-%-%1%5%-%-%-%-%-%-%1%

e

Lost or late delivery of
22*-*-3--1--*23sent mail
1%1%2%-%8%-%1%-%-%2%-%-%1%10%1%

Delivery time (when you
receive your mail

3**--*3-*--*3-3delivery)
2%*%1%-%-%2%1%-%2%-%-%7%4%-%1%

e

Trustworthiness of the
-**-*----*----*provider
-%*%1%-%5%-%-%-%-%*%-%-%-%-%*%

---------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*cb*aSignificance Level: 95%
13314692523641877411881576411279Unweighted total
1341421614112617311921565716276Weighted total

Wrong mail delivered /
our mail delivered

---------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
---------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

341-**71-2--2-7Other
2%3%3%-%4%3%3%2%-%3%-%-%4%-%3%

22293-214815*11*220251Any problem
17%20%19%-%40%13%18%20%2%11%3%36%36%10%18%

eg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

-5122322401069411219941313149116225No Problems
-%64%93%85%73%77%84%78%84%82%78%84%84%82%69%79%82%

-1-2353310-310*23613Collection reliability
-%8%-%8%8%9%2%3%7%-%3%6%4%9%26%4%5%

-*--2-644-44-*-89Damaged mail / goods
-%4%-%-%8%-%5%4%3%-%4%3%-%2%-%6%3%

b

--*224125126-**48Amount of lost mail
-%-%1%6%6%7%1%2%4%5%2%4%-%2%1%3%3%

a

Delivery reliability
(e.g. arrives as

--1**154*343***67promised)
-%-%5%1%1%1%4%3%*%13%3%2%4%3%4%4%3%

Wrong postage /
shortfall on incoming

-1----24--4----14mail - having to pay
-%17%-%-%-%-%2%3%-%-%3%-%-%-%-%1%1%

a

Lost or late delivery of
-*----13--3-**-23sent mail
-%4%-%-%-%-%1%3%-%-%3%-%4%1%-%1%1%

Delivery time (when you
receive your mail

--*-3-**3-*3--313delivery)
-%-%1%-%8%-%*%*%2%-%*%2%-%-%19%*%1%

ab

Trustworthiness of the
-*-----*--*-----*provider
-%3%-%-%-%-%-%*%-%-%*%-%-%-%-%-%*%

-----------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacb*aba*d*c*baSignificance Level: 95%
-18203340639514811318148131162619104279Unweighted total
-8132731521271201332312015641713146276Weighted total

Wrong mail delivered /
our mail delivered

-----------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*14161-61**-37Other
-%2%-%1%4%8%1%5%1%-%5%1%4%1%-%2%3%

a

-314812212621426251343051Any problem
-%36%7%15%27%23%16%22%16%18%22%16%16%18%31%21%18%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

24200-1081168513914201719133225No Problems
94%80%-%79%83%85%79%70%86%73%78%81%82%

-13-67*13---11313Collection reliability
-%5%-%5%5%*%7%-%-%-%3%8%5%

b

-9-4445*-2-69Damaged mail / goods
-%3%-%3%3%4%3%2%-%10%-%4%3%

-8-6335-22238Amount of lost mail
-%3%-%4%2%3%3%-%7%7%9%2%3%

a

Delivery reliability
(e.g. arrives as

-7-34*73*1*47promised)
-%3%-%2%3%*%4%13%1%2%1%2%3%

Wrong postage /
shortfall on incoming

-4-2121---214mail - having to pay
-%2%-%2%1%2%1%-%-%-%10%1%1%

a

Lost or late delivery of
22-3*222-2-*3sent mail
6%1%-%2%*%2%1%8%-%7%-%*%1%

Delivery time (when you
receive your mail

-3-*3-3----33delivery)
-%1%-%*%2%-%2%-%-%-%-%2%1%

Trustworthiness of the
-*-*-*-*----*provider
-%*%-%*%-%*%-%1%-%-%-%-%*%

-------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*cbaSignificance Level: 95%
27251-14413410217620212734157279Unweighted total
25250-13513910017520232324163276Weighted total

Wrong mail delivered /
our mail delivered

-------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-343511--57Other
-%3%-%2%3%3%3%6%6%-%-%3%3%

250-2823153663653051Any problem
6%20%-%21%17%15%21%30%14%27%22%19%18%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

4219811558514014886821781961561898043103225No Problems
80%80%80%96%100%74%81%66%91%79%81%83%83%80%76%85%82%

afbcdfgffff

31372-12111131113613221013Collection reliability
5%5%5%3%-%6%6%9%3%5%5%3%6%2%4%8%5%

bc

294--949*95552529Damaged mail / goods
4%3%3%-%-%5%2%7%*%4%2%3%2%2%9%1%3%

aceac

*84*-867278573238Amount of lost mail
1%3%3%*%-%4%3%5%2%3%3%3%3%3%4%2%3%

Delivery reliability
(e.g. arrives as

*721-757177724*37promised)
1%3%2%1%-%4%3%5%1%3%3%4%1%4%*%3%3%

a

Wrong postage /
shortfall on incoming

142--42114414-4-4mail - having to pay
3%2%2%-%-%2%1%1%2%2%2%1%2%-%7%-%1%

ac

Lost or late delivery of
**3--323*322*3**3sent mail
*%*%2%-%-%2%1%3%*%1%1%1%*%3%*%*%1%

ba

Delivery time (when you
receive your mail

*3**-333-13*31-33delivery)
1%1%*%*%-%2%2%2%-%*%1%*%1%1%-%2%1%

Trustworthiness of the
-**--*********--*provider
-%*%*%-%-%*%*%*%*%*%*%*%*%*%-%-%*%

-----------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
6925914770718220612810823225720624410454121279Unweighted total
52246144605188184129902242421882269957120276Weighted total

Accessibility of the
sorting office / opening

-----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

-----------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

477--777*77577**7Other
7%3%5%-%-%4%4%5%*%3%3%3%3%7%1%*%3%

ea

1048293-48364484746333820141851Any problem
20%20%20%4%-%26%19%34%9%21%19%17%17%20%24%15%18%

ceabcdegeee
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

231336961223151-225208223196223164526121154225No Problems
78%84%78%80%81%82%-%82%82%81%83%81%82%48%71%78%82%82%

2563138-13111313138-5101113Collection reliability
8%3%6%4%5%4%-%5%4%5%6%5%4%-%13%6%6%5%

c

333394-9793972-749Damaged mail / goods
9%2%4%4%3%2%-%3%3%3%1%3%3%14%-%4%2%3%

b

-62286-788787-2648Amount of lost mail
-%4%2%2%3%3%-%2%3%3%3%3%3%-%5%4%2%3%

Delivery reliability
(e.g. arrives as

*34476-777574*3177promised)
*%2%4%5%3%3%-%3%3%3%2%3%2%2%7%1%4%3%

Wrong postage /
shortfall on incoming

1-2141-444444--414mail - having to pay
5%-%3%2%1%1%-%1%2%1%2%1%2%-%-%2%1%1%

bb

Lost or late delivery of
*21*33-33333*11**3sent mail
1%1%2%*%1%2%-%1%1%1%1%1%*%13%4%*%*%1%

c

Delivery time (when you
receive your mail

-*3*3*-313333--*33delivery)
-%*%3%1%1%*%-%1%*%1%1%1%2%-%-%*%2%1%

b

Trustworthiness of the
--*-**-******--*-*provider
-%-%*%-%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

------------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
------------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
------------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

------------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 105  (continuation)                                                                                                                                                                      Page 1029

QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
301688079275182-2772542772502772031033167195279Unweighted total
301588976274185-2742542742372741991136155187276Weighted total

Wrong mail delivered /
our mail delivered

------------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
------------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-52376-7777752-567Other
-%3%2%4%3%3%-%3%3%3%3%3%2%22%-%3%3%3%

72520155134-504651415135611333351Any problem
22%16%22%20%19%18%-%18%18%19%17%19%18%52%29%22%18%18%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

225-14753121428217771481302864225No Problems
100%-%83%73%85%79%100%81%80%82%85%74%77%82%

a

-13104-8-135853513Collection reliability
-%26%5%5%-%5%-%5%5%4%3%8%6%5%

b

-963*8-9532529Damaged mail / goods
-%17%3%4%2%5%-%3%5%2%1%13%2%3%

bac

-85323-8354228Amount of lost mail
-%16%3%4%11%2%-%3%3%3%3%5%3%3%

b

Delivery reliability
(e.g. arrives as

-744*6-7354*37promised)
-%14%2%5%1%4%-%3%3%3%2%1%4%3%

b

Wrong postage /
shortfall on incoming

-4-4-4-4-41-24mail - having to pay
-%8%-%5%-%2%-%1%-%2%1%-%3%1%

bb

Lost or late delivery of
-3*2*2-3*3*-33sent mail
-%7%*%2%1%1%-%1%*%2%*%-%4%1%

bc

Delivery time (when you
receive your mail

-331-3-33**3*3delivery)
-%6%1%1%-%2%-%1%3%*%*%7%1%1%

bac

Trustworthiness of the
-**--*-**---**provider
-%*%*%-%-%*%-%*%*%-%-%-%*%*%

--------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babacbaSignificance Level: 95%
2304918170161809270921871604274279Unweighted total
2255117673151798269961801523883276Weighted total

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

--------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-761-6-7255*17Other
-%14%3%2%-%3%-%3%3%3%4%1%2%3%

b

-513020237-51193222101951Any problem
-%100%17%27%15%21%-%19%20%18%15%26%23%18%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

62535654-211225No Problems
85%89%74%79%-%86%82%

b

13362413Collection reliability
2%6%3%9%30%2%5%

d

4-4-269Damaged mail / goods
6%-%6%-%34%2%3%

a

2-51-78Amount of lost mail
2%-%7%2%-%3%3%

c

Delivery reliability
(e.g. arrives as

1*33-77promised)
2%*%4%4%-%3%3%

Wrong postage /
shortfall on incoming

2-1--44mail - having to pay
3%-%2%-%-%2%1%

Lost or late delivery of
*-3--33sent mail
*%-%4%-%-%1%1%

Delivery time (when you
receive your mail

*-3*-13delivery)
*%-%3%1%-%*%1%

Trustworthiness of the
--*--**provider
-%-%*%-%-%*%*%

-------Time of collection
-%-%-%-%-%-%-%

Availability of a daily
-------collection
-%-%-%-%-%-%-%

-------Latest collection time
-%-%-%-%-%-%-%

Account management (if
-------applicable)
-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------hours
-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

-------elsewhere
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 105  (continuation)                                                                                                                                                                      Page 1033

QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
856365665249279Unweighted total
736076687246276Weighted total

Problems with  the Smart
-------Stamp online system
-%-%-%-%-%-%-%

Recorded letters not
-------being signed for
-%-%-%-%-%-%-%

-------Don't know / na
-%-%-%-%-%-%-%

13-4357Other
1%5%-%6%36%2%3%

116201473551Any problem
15%11%26%21%100%14%18%

c
Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4024315465517649Unweighted total
47121178136127451Weighted total

11-11---7-*-2213Collection reliability
23%-%54%100%-%-%-%59%-%19%-%25%42%26%

9----2-5-*--29Damaged mail / goods
18%-%-%-%-%25%-%39%-%19%-%-%45%17%

8-*--3--*--5-8Amount of lost mail
17%-%23%-%-%49%-%-%4%-%-%70%-%16%

Delivery reliability
(e.g. arrives as

61**-*5----*17promised)
12%100%23%34%-%3%66%-%-%-%-%3%13%14%

Wrong postage /
shortfall on incoming

4-----2-1----4mail - having to pay
8%-%-%-%-%-%32%-%25%-%-%-%-%8%

Lost or late delivery of
3----2--1*---3sent mail
7%-%-%-%-%24%-%-%25%38%-%-%-%7%

Delivery time (when you
receive your mail

3--*--*3-----3delivery)
6%-%-%33%-%-%2%20%-%-%-%-%-%6%

Trustworthiness of the
*--------*---*provider
*%-%-%-%-%-%-%-%-%24%-%-%-%*%

--------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

--------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4024315465517649Unweighted total
47121178136127451Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7--*1--*3*2*-7Other
14%-%-%34%100%-%-%1%45%19%100%2%-%14%

47121178136127451Any problem
100%100%100%100%100%100%100%100%100%100%100%100%100%100%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
222717-9832141111317149Unweighted total
22293-214815*11*220251Weighted total

85*-*-132-1-28-13Collection reliability
36%18%6%-%11%-%27%14%-%6%-%93%41%-%26%

27*-**83-2--4-9Damaged mail / goods
7%24%12%-%11%14%17%19%-%16%-%-%20%-%17%

27*-**81-4--3-8Amount of lost mail
8%22%13%-%13%13%17%10%-%33%-%-%17%-%16%

Delivery reliability
(e.g. arrives as

341-1*63-1**3-7promised)
15%13%33%-%31%34%13%21%-%6%100%7%15%-%14%

Wrong postage /
shortfall on incoming

21----44------4mail - having to pay
11%5%-%-%-%-%8%26%-%-%-%-%-%-%8%

Lost or late delivery of
22*-*-3--1--*23sent mail
8%6%12%-%21%-%6%-%-%14%-%-%2%100%7%

Delivery time (when you
receive your mail

3**--*3-*--*3-3delivery)
13%1%6%-%-%14%6%-%100%-%-%20%12%-%6%

Trustworthiness of the
-**-*----*----*provider
-%1%7%-%13%-%-%-%-%2%-%-%-%-%*%

---------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

---------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
222717-9832141111317149Unweighted total
22293-214815*11*220251Weighted total

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
---------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

341-**71-2--2-7Other
14%15%17%-%10%25%14%10%-%23%-%-%10%-%14%

22293-214815*11*220251Any problem
100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*ab*a*d*c*b*aSignificance Level: 95%
-84589133115331184852149Unweighted total
-314812212621426251343051Weighted total

-1-2353310-310*23613Collection reliability
-%21%-%53%30%38%14%12%48%-%12%40%26%54%84%21%26%

-*--2-644-44-*-89Damaged mail / goods
-%12%-%-%28%-%28%16%20%-%16%17%-%12%-%27%17%

--*224125126-**48Amount of lost mail
-%-%17%39%21%30%6%8%24%30%8%25%-%13%4%15%16%

Delivery reliability
(e.g. arrives as

--1**154*343***67promised)
-%-%64%4%5%5%26%16%1%70%16%12%24%15%12%20%14%

Wrong postage /
shortfall on incoming

-1----24--4----14mail - having to pay
-%48%-%-%-%-%12%15%-%-%15%-%-%-%-%5%8%

Lost or late delivery of
-*----13--3-**-23sent mail
-%12%-%-%-%-%7%13%-%-%13%-%26%6%-%5%7%

Delivery time (when you
receive your mail

--*-3-**3-*3--313delivery)
-%-%19%-%30%-%2%1%14%-%1%12%-%-%62%2%6%

Trustworthiness of the
-*-----*--*-----*provider
-%7%-%-%-%-%-%1%-%-%1%-%-%-%-%-%*%

-----------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

-----------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*ab*a*d*c*b*aSignificance Level: 95%
-84589133115331184852149Unweighted total
-314812212621426251343051Weighted total

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*14161-61**-37Other
-%6%-%4%15%35%7%22%7%-%22%6%24%5%-%10%14%

-314812212621426251343051Any problem
-%100%100%100%100%100%100%100%100%100%100%100%100%100%100%100%100%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*ba*e*d*c*b*aSignificance Level: 95%
148-2821133674572649Unweighted total
250-2823153663653051Weighted total

-13-67*13---11313Collection reliability
-%27%-%23%30%3%35%-%-%-%12%41%26%

-9-4445*-2-69Damaged mail / goods
-%17%-%16%18%26%13%6%-%39%-%19%17%

-8-6335-22238Amount of lost mail
-%17%-%20%12%23%14%-%49%27%41%10%16%

Delivery reliability
(e.g. arrives as

-7-34*73*1*47promised)
-%15%-%11%18%1%20%44%5%9%3%12%14%

Wrong postage /
shortfall on incoming

-4-2121---214mail - having to pay
-%8%-%9%6%16%4%-%-%-%44%5%8%

Lost or late delivery of
22-3*222-2-*3sent mail

100%4%-%11%1%10%5%27%-%25%-%1%7%

Delivery time (when you
receive your mail

-3-*3-3----33delivery)
-%6%-%2%12%-%9%-%-%-%-%10%6%

Trustworthiness of the
-*-*-*-*----*provider
-%*%-%1%-%1%-%4%-%-%-%-%*%

-------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

-------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*ba*e*d*c*b*aSignificance Level: 95%
148-2821133674572649Unweighted total
250-2823153663653051Weighted total

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-343511--57Other
-%15%-%10%19%18%12%22%46%-%-%15%14%

250-2823153663653051Any problem
100%100%-%100%100%100%100%100%100%100%100%100%100%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bagf*edcba*c*b*aSignificance Level: 95%
1447335-443738174645354121141449Unweighted total
1048293-48364484746333820141851Weighted total

31372-12111131113613221013Collection reliability
26%27%23%62%-%24%30%25%34%23%28%20%34%8%15%54%26%

294--949*95552529Damaged mail / goods
18%18%15%-%-%18%12%20%5%18%12%16%14%8%37%10%17%

*84*-867278573238Amount of lost mail
4%17%13%8%-%17%16%15%24%15%18%16%18%17%15%16%16%

Delivery reliability
(e.g. arrives as

*721-757177724*37promised)
3%15%8%22%-%14%14%15%12%15%16%21%6%20%2%18%14%

Wrong postage /
shortfall on incoming

142--42114414-4-4mail - having to pay
14%8%8%-%-%8%7%3%18%8%8%4%10%-%28%-%8%

Lost or late delivery of
**3--323*322*3**3sent mail
2%1%12%-%-%7%5%8%2%7%4%5%1%15%1%1%7%

b

Delivery time (when you
receive your mail

*3**-333-13*31-33delivery)
4%7%2%7%-%6%9%6%-%1%7%1%8%3%-%14%6%

Trustworthiness of the
-**--*********--*provider
-%*%1%-%-%*%1%1%3%*%*%1%1%1%-%-%*%

-----------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bagf*edcba*c*b*aSignificance Level: 95%
1447335-443738174645354121141449Unweighted total
1048293-48364484746333820141851Weighted total

Wrong mail delivered /
our mail delivered

-----------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

477--777*77577**7Other
35%15%24%-%-%15%19%16%4%16%16%17%19%34%2%1%14%

1048293-48364484746333820141851Any problem
100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%100%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cba*fedcbac*b*abaSignificance Level: 95%
52618164931-48454944493649323649Unweighted total
72520155134-504651415135611333351Weighted total

2563138-13111313138-5101113Collection reliability
36%20%29%21%26%23%-%27%23%26%32%26%24%-%45%29%34%26%

333394-9793972-749Damaged mail / goods
40%10%16%19%17%13%-%17%15%17%7%17%20%28%-%20%14%17%

-62286-788787-2648Amount of lost mail
-%26%10%10%16%18%-%14%18%16%17%16%19%-%16%19%11%16%

Delivery reliability
(e.g. arrives as

*34476-777574*3177promised)
2%14%19%25%14%18%-%15%15%14%12%14%13%3%25%4%21%14%

b

Wrong postage /
shortfall on incoming

1-2141-444444--414mail - having to pay
21%-%12%10%8%4%-%8%8%8%9%8%11%-%-%11%4%8%

Lost or late delivery of
*21*33-33333*11**3sent mail
3%7%7%2%7%10%-%7%7%7%8%7%1%26%14%1%1%7%

Delivery time (when you
receive your mail

-*3*3*-313333--*33delivery)
-%1%15%3%6%1%-%6%1%6%8%6%9%-%-%1%10%6%

Trustworthiness of the
--*-**-******--*-*provider
-%-%1%-%*%1%-%*%*%*%1%*%1%-%-%1%-%*%

------------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
------------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
------------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

------------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

------------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cba*fedcbac*b*abaSignificance Level: 95%
52618164931-48454944493649323649Unweighted total
72520155134-504651415135611333351Weighted total

Problems with  the Smart
------------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-52376-7777752-567Other
-%22%9%19%14%17%-%15%16%14%18%14%14%43%-%16%18%14%

72520155134-504651415135611333351Any problem
100%100%100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*b*a*ba*ba*ba*c*b*aSignificance Level: 95%
-492622435-4914352272049Unweighted total
-513020237-51193222101951Weighted total

-13104-8-135853513Collection reliability
-%26%33%18%-%22%-%26%27%25%23%32%26%26%

-963*8-9532529Damaged mail / goods
-%17%19%14%17%22%-%17%27%11%8%50%9%17%

-85323-8354228Amount of lost mail
-%16%18%16%75%9%-%16%17%16%20%18%11%16%

Delivery reliability
(e.g. arrives as

-744*6-7354*37promised)
-%14%12%18%8%17%-%14%14%14%17%5%16%14%

Wrong postage /
shortfall on incoming

-4-4-4-4-41-24mail - having to pay
-%8%-%19%-%10%-%8%-%12%6%-%13%8%

Lost or late delivery of
-3*2*2-3*3*-33sent mail
-%7%1%8%8%4%-%7%2%9%1%-%17%7%

Delivery time (when you
receive your mail

-331-3-33**3*3delivery)
-%6%9%3%-%9%-%6%16%1%1%26%2%6%

Trustworthiness of the
-**--*-**---**provider
-%*%1%-%-%1%-%*%1%-%-%-%1%*%

--------------Time of collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

--------------elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*b*a*ba*ba*ba*c*b*aSignificance Level: 95%
-492622435-4914352272049Unweighted total
-513020237-51193222101951Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-761-6-7255*17Other
-%14%20%7%-%16%-%14%13%15%24%5%8%14%

-513020237-51193222101951Any problem
-%100%100%100%100%100%-%100%100%100%100%100%100%100%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
167161053649Unweighted total
116201473551Weighted total

13362413Collection reliability
10%52%13%45%30%12%26%

4-4-269Damaged mail / goods
38%-%22%-%34%18%17%

2-51-78Amount of lost mail
17%-%27%9%-%20%16%

Delivery reliability
(e.g. arrives as

1*33-77promised)
13%3%16%19%-%19%14%

Wrong postage /
shortfall on incoming

2-1--44mail - having to pay
22%-%7%-%-%11%8%

Lost or late delivery of
*-3--33sent mail
3%-%15%-%-%10%7%

Delivery time (when you
receive your mail

*-3*-13delivery)
2%-%13%3%-%2%6%

Trustworthiness of the
--*--**provider
-%-%1%-%-%1%*%

-------Time of collection
-%-%-%-%-%-%-%

Availability of a daily
-------collection
-%-%-%-%-%-%-%

-------Latest collection time
-%-%-%-%-%-%-%

Account management (if
-------applicable)
-%-%-%-%-%-%-%

-------No Problems
-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------hours
-%-%-%-%-%-%-%

Wrong mail delivered /
our mail delivered

-------elsewhere
-%-%-%-%-%-%-%

Problems with  the Smart
-------Stamp online system
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
167161053649Unweighted total
116201473551Weighted total

Recorded letters not
-------being signed for
-%-%-%-%-%-%-%

-------Don't know / na
-%-%-%-%-%-%-%

13-4357Other
6%45%-%27%36%13%14%

116201473551Any problem
100%100%100%100%100%100%100%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
143--1-121223217Unweighted total
171--*-331*53218Weighted total

1-------1--*-1Very Dissatisfied
8%-%-%-%-%-%-%-%100%-%-%5%-%8%

-*-----------*Fairly Dissatisfied
-%45%-%-%-%-%-%-%-%-%-%-%-%3%

Neither Satisfied Nor
2*--------2--3Dissatisfied

14%10%-%-%-%-%-%-%-%-%45%-%-%14%

4*----3--*--25Fairly Satisfied
25%44%-%-%-%-%100%-%-%44%-%-%90%26%

1------*-*--*1Very Satisfied
3%-%-%-%-%-%-%7%-%56%-%-%10%3%

Have not Contacted / Not
Applicable (DO NOT READ

9---*--2--33-9OUT)
49%-%-%-%100%-%-%93%-%-%55%95%-%46%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*----3*-*--25NET: Satisfied
29%44%-%-%-%-%100%7%-%100%-%-%100%29%

1*------1--*-2NET: Dissatisfied
8%45%-%-%-%-%-%-%100%-%-%5%-%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 107                                                                                                                                                                                      Page 1051

Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
125713310215--7-17Unweighted total
1091*1*17429--3-18Weighted total

1-*--*11----*-1Very Dissatisfied
15%-%13%-%-%35%7%34%-%-%-%-%5%-%8%

*-----*--*----*Fairly Dissatisfied
5%-%-%-%-%-%3%-%-%5%-%-%-%-%3%

Neither Satisfied Nor
*2*--*22----*-3Dissatisfied
1%28%9%-%-%24%14%66%-%-%-%-%4%-%14%

5-*-*-5--3--2-5Fairly Satisfied
49%-%14%-%31%-%27%-%-%29%-%-%77%-%26%

**1***---*--*-1Very Satisfied
4%3%49%100%39%41%-%-%-%2%-%-%8%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

36*-*-8-25--*-9OUT)
26%69%14%-%31%-%49%-%100%63%-%-%6%-%46%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*1***5--3--3-5NET: Satisfied
53%3%63%100%69%41%27%-%-%31%-%-%85%-%29%

2-*--*21-*--*-2NET: Dissatisfied
19%-%13%-%-%35%10%34%-%5%-%-%5%-%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2231441241125431217Unweighted total
-*33*36115211714*418Weighted total

-----1*-1--1*---1Very Dissatisfied
-%-%-%-%-%40%3%-%30%-%-%20%26%-%-%-%8%

--*----*--*---*-*Fairly Dissatisfied
-%-%16%-%-%-%-%4%-%-%4%-%-%-%100%-%3%

Neither Satisfied Nor
----*-2*-2*2*--23Dissatisfied
-%-%-%-%100%-%41%1%-%100%1%34%18%-%-%60%14%

-*3--*232-32**--5Fairly Satisfied
-%49%84%-%-%14%28%28%35%-%28%23%28%11%-%-%26%

-*-*-*-1--1-----1Very Satisfied
-%51%-%7%-%7%-%5%-%-%5%-%-%-%-%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

---3-1272-72*4-29OUT)
-%-%-%93%-%39%28%61%35%-%61%23%28%89%-%40%46%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*3*-1242-42**--5NET: Satisfied
-%100%84%7%-%21%28%34%35%-%34%23%28%11%-%-%29%

--*--1**1-*1*-*-2NET: Dissatisfied
-%-%16%-%-%40%3%4%30%-%4%20%26%-%100%-%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
116-98895123617Unweighted total
315-1271089*21718Weighted total

-1-*1-1----11Very Dissatisfied
-%9%-%1%19%-%17%-%-%-%-%19%8%

-*--*-*--*--*Fairly Dissatisfied
-%3%-%-%7%-%6%-%-%27%-%-%3%

Neither Satisfied Nor
-3-*2*2---*23Dissatisfied
-%17%-%1%36%1%30%-%-%-%21%33%14%

-5-41323---25Fairly Satisfied
-%31%-%36%9%29%22%35%-%-%-%25%26%

-1-****-*-*-1Very Satisfied
-%4%-%2%5%2%4%-%100%-%79%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

35-72726-1-29OUT)
100%36%-%59%24%67%20%65%-%73%-%22%46%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-41323*-*25NET: Satisfied
-%35%-%38%15%32%27%35%100%-%79%25%29%

-2-*2-2--*-12NET: Dissatisfied
-%12%-%1%25%-%23%-%-%27%-%19%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
816133-14121081716151664717Unweighted total
415134-1410771815141566618Weighted total

111--111-11*11-*1Very Dissatisfied
33%9%10%-%-%10%13%19%-%8%9%1%9%21%-%3%8%

-**--*********--*Fairly Dissatisfied
-%3%4%-%-%3%5%7%7%3%3%3%3%8%-%-%3%

Neither Satisfied Nor
*3-2-***-3333--33Dissatisfied
3%17%-%57%-%1%1%2%-%14%17%18%17%-%-%41%14%

*55--553-555532*5Fairly Satisfied
12%31%36%-%-%34%48%46%-%26%31%34%31%48%28%3%26%

111*-***11111***1Very Satisfied
15%4%4%4%-%3%4%6%9%3%4%4%4%3%4%3%3%

Have not Contacted / Not
Applicable (DO NOT READ

1562-731595551439OUT)
37%36%46%39%-%49%30%21%84%46%36%39%36%20%68%51%46%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

155*-5541555532*5NET: Satisfied
27%35%41%4%-%37%51%52%9%29%35%38%35%51%32%6%29%

122--222*22122-*2NET: Dissatisfied
33%12%13%-%-%13%17%25%7%10%12%4%12%28%-%3%10%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
49491712-17171717171411101517Unweighted total
511271814-1818181818112271518Weighted total

-1--1--111111--*11Very Dissatisfied
-%13%-%-%8%-%-%8%8%8%8%8%13%-%-%2%10%8%

--***--******--*-*Fairly Dissatisfied
-%-%22%7%3%-%-%3%3%3%3%3%4%-%-%7%-%3%

Neither Satisfied Nor
-3-333-33333*2-*33Dissatisfied
-%23%-%38%14%18%-%14%14%14%14%14%1%100%-%2%17%14%

*4-355-555555--355Fairly Satisfied
9%40%-%47%26%35%-%26%26%26%26%26%43%-%-%42%32%26%

****1*-111111--*11Very Satisfied
3%2%10%5%3%3%-%3%3%3%3%3%5%-%-%5%4%3%

Have not Contacted / Not
Applicable (DO NOT READ

521*96-999994-2359OUT)
88%22%67%3%46%44%-%46%46%46%46%46%34%-%100%43%37%46%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

15*455-555555--355NET: Satisfied
12%42%10%52%29%38%-%29%29%29%29%29%48%-%-%47%36%29%

-1**2--222222--112NET: Dissatisfied
-%13%22%7%10%-%-%10%10%10%10%10%17%-%-%9%10%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
134124-10116512103317Unweighted total
162133-9*18711112318Weighted total

-11*---1-11-*1Very Dissatisfied
-%69%10%6%-%-%-%8%-%12%11%-%6%8%

-*-*---*-**--*Fairly Dissatisfied
-%23%-%19%-%-%-%3%-%4%4%-%-%3%

Neither Satisfied Nor
3-3--*-3-33--3Dissatisfied

16%-%20%-%-%1%-%14%-%22%23%-%-%14%

5*32-3-54*2*35Fairly Satisfied
29%8%25%66%-%30%-%27%63%4%16%24%88%26%

1-**-1******-1Very Satisfied
4%-%3%9%-%7%100%2%3%4%4%10%-%3%

Have not Contacted / Not
Applicable (DO NOT READ

9-5--5-92651*9OUT)
52%-%43%-%-%62%-%47%35%53%42%66%6%46%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*42-3*5512135NET: Satisfied
32%8%28%75%-%37%100%29%65%8%20%34%88%29%

-211---2-22-*2NET: Dissatisfied
-%92%10%25%-%-%-%10%-%17%16%-%6%10%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
742411117Unweighted total
563411418Weighted total

-1--1-1Very Dissatisfied
-%23%-%-%100%-%8%

*----**Fairly Dissatisfied
9%-%-%-%-%3%3%

Neither Satisfied Nor
*--2--3Dissatisfied
2%-%-%56%-%-%14%

2-3*-55Fairly Satisfied
35%-%92%11%-%34%26%

*-**-*1Very Satisfied
4%-%8%4%-%3%3%

Have not Contacted / Not
Applicable (DO NOT READ

35-1-89OUT)
50%77%-%29%-%59%46%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

2-31-55NET: Satisfied
39%-%100%15%-%37%29%

*1--1*2NET: Dissatisfied
9%23%-%-%100%3%10%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on
the following aspects .)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12212-32-12-1317Unweighted total

71*1-23-**-*29Weighted total

1*---1-------2Very Dissatisfied
18%81%-%-%-%79%-%-%-%-%-%-%-%20%

---*---------*Fairly Dissatisfied
-%-%-%50%-%-%-%-%-%-%-%-%-%5%

Neither Satisfied Nor
1----*---*-*-1Dissatisfied
7%-%-%-%-%11%-%-%-%50%-%100%-%6%

4----*2-----24Fairly Satisfied
60%-%-%-%-%11%93%-%-%-%-%-%81%47%

**-*--------*1Very Satisfied
3%19%-%50%-%-%-%-%-%-%-%-%10%9%

Have not Contacted / Not
Applicable (DO NOT READ

1-*---*-**--*1OUT)
11%-%100%-%-%-%7%-%100%50%-%-%10%13%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4*-*-*2-----25NET: Satisfied
63%19%-%50%-%11%93%-%-%-%-%-%90%56%

1*-*-1-------2NET: Dissatisfied
18%81%-%50%-%79%-%-%-%-%-%-%-%25%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
6111014577-2-15117Unweighted total
452*1173-1-*319Weighted total

*1----2-----*12Very Dissatisfied
12%26%-%-%-%-%25%-%-%-%-%-%17%100%20%

-*----*-----*-*Fairly Dissatisfied
-%9%-%-%-%-%7%-%-%-%-%-%16%-%5%

Neither Satisfied Nor
-11-**-*-*--*-1Dissatisfied
-%11%29%-%46%20%-%5%-%30%-%-%6%-%6%

22*--*43----2-4Fairly Satisfied
61%36%10%-%-%20%57%75%-%-%-%-%55%-%47%

1**--***---*--1Very Satisfied
16%2%17%-%-%36%7%3%-%-%-%100%-%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

*11****1-*--*-1OUT)
10%16%44%100%54%23%6%17%-%70%-%-%6%-%13%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

32*--*43---*2-5NET: Satisfied
78%38%26%-%-%56%63%78%-%-%-%100%55%-%56%

*2----2-----112NET: Dissatisfied
12%35%-%-%-%-%31%-%-%-%-%-%33%100%25%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-413243143-143262317Unweighted total
-1*1*2481-81*2129Weighted total

-----2-2--2--2--2Very Dissatisfied
-%-%-%-%-%83%-%22%-%-%22%-%-%73%-%-%20%

-*-----*--*---*-*Fairly Dissatisfied
-%46%-%-%-%-%-%6%-%-%6%-%-%-%73%-%5%

Neither Satisfied Nor
-***---**-*****-1Dissatisfied
-%18%100%22%-%-%-%4%21%-%4%21%50%7%27%-%6%

-----*44*-4*-*-24Fairly Satisfied
-%-%-%-%-%8%90%50%21%-%50%21%-%7%-%65%47%

---**-***-**-*-*1Very Satisfied
-%-%-%24%33%-%10%4%58%-%4%58%-%5%-%19%9%

Have not Contacted / Not
Applicable (DO NOT READ

-*-***-1--1-**-*1OUT)
-%37%-%53%67%9%-%15%-%-%15%-%50%8%-%17%13%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---***441-41-*-25NET: Satisfied
-%-%-%24%33%8%100%53%79%-%53%79%-%12%-%83%56%

-*---2-2--2--2*-2NET: Dissatisfied
-%46%-%-%-%83%-%27%-%-%27%-%-%73%73%-%25%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
215-125891-37617Unweighted total
18-8172*-1449Weighted total

*1-2-2---*-12Very Dissatisfied
54%16%-%23%-%26%-%-%-%48%-%33%20%

-*--*-*---*-*Fairly Dissatisfied
-%6%-%-%39%-%22%-%-%-%12%-%5%

Neither Satisfied Nor
-1-****---**1Dissatisfied
-%6%-%4%15%3%16%-%-%-%9%4%6%

-4-4*4*---224Fairly Satisfied
-%52%-%52%14%59%8%-%-%-%63%46%47%

-1-1*-1--***1Very Satisfied
-%10%-%7%16%-%36%-%-%11%5%12%9%

Have not Contacted / Not
Applicable (DO NOT READ

*1-1*1**-***1OUT)
46%10%-%13%15%12%18%100%-%41%11%5%13%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-5*41--*325NET: Satisfied
-%62%-%60%30%59%44%-%-%11%68%58%56%

*2-2*2*--**12NET: Dissatisfied
54%22%-%23%39%26%22%-%-%48%12%33%25%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1017142-15161281616141645817Unweighted total

498*-885397471349Weighted total

*22--21212222--22Very Dissatisfied
12%20%21%-%-%21%15%32%45%20%24%40%24%-%-%41%20%

-**--********-*-*Fairly Dissatisfied
-%5%6%-%-%5%6%9%17%5%6%11%6%-%14%-%5%

Neither Satisfied Nor
*1*--111*1111**-1Dissatisfied
9%6%4%-%-%6%6%10%12%6%7%12%7%14%10%-%6%

244--442-43*3-224Fairly Satisfied
40%47%51%-%-%49%50%29%-%46%36%4%36%-%73%41%47%

111--11**11*1***1Very Satisfied
19%9%8%-%-%9%9%6%11%9%10%7%10%36%3%4%9%

Have not Contacted / Not
Applicable (DO NOT READ

111*-111*11111-11OUT)
21%13%10%100%-%9%14%14%15%14%16%27%16%50%-%13%13%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

255--552*53*3*325NET: Satisfied
59%56%59%-%-%58%59%35%11%55%46%11%46%36%76%46%56%

*22--22222222-*22NET: Dissatisfied
12%25%27%-%-%26%21%41%62%25%30%50%30%-%14%41%25%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
359101710-17151714171013101317Unweighted total
*17495-98969521659Weighted total

--2222-222*21--112Very Dissatisfied
-%-%24%48%20%34%-%20%21%20%9%20%23%-%-%22%25%20%

--*-*--*****--**-*Fairly Dissatisfied
-%-%6%-%5%-%-%5%5%5%8%5%-%-%57%8%-%5%

Neither Satisfied Nor
-***1*-1*111*-**11Dissatisfied
-%18%5%5%6%3%-%6%4%6%9%6%3%-%43%6%10%6%

*-4-42-4443422-224Fairly Satisfied
36%-%54%-%47%31%-%47%47%47%46%47%45%100%-%43%34%47%

*-*111-111111--111Very Satisfied
64%-%6%21%9%13%-%9%9%9%14%9%14%-%-%13%15%9%

Have not Contacted / Not
Applicable (DO NOT READ

-1*111-111111--*11OUT)
-%82%5%26%13%19%-%13%14%13%14%13%14%-%-%7%15%13%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-4152-5553532-325NET: Satisfied
100%-%60%21%56%43%-%56%56%56%60%56%59%100%-%56%49%56%

--2222-222121-*212NET: Dissatisfied
-%-%30%48%25%34%-%25%26%25%17%25%23%-%57%31%25%25%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
61196111-1751265617Unweighted total
3644*7-9262169Weighted total

2-1--1-21*-*12Very Dissatisfied
65%-%31%-%-%18%-%20%51%8%-%38%21%20%

-*-*-*-*-**--*Fairly Dissatisfied
-%8%-%12%-%6%-%5%-%7%29%-%-%5%

Neither Satisfied Nor
-1**-*-1-1***1Dissatisfied
-%8%8%5%-%5%-%6%-%8%11%14%3%6%

*422-4-4-4*-44Fairly Satisfied
6%65%42%63%-%56%-%47%-%66%11%-%67%47%

*1*1-1-11*-*11Very Satisfied
7%9%5%15%-%11%-%9%26%2%-%15%10%9%

Have not Contacted / Not
Applicable (DO NOT READ

111***-1111*-1OUT)
22%10%14%5%100%5%-%13%23%10%49%33%-%13%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*523-5-514**55NET: Satisfied
13%74%47%78%-%66%-%56%26%68%11%15%76%56%

2*1*-2-211**12NET: Dissatisfied
65%8%31%12%-%24%-%25%51%15%29%38%21%25%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
94411417Unweighted total
422*89Weighted total

*-1-22Very Dissatisfied
12%-%53%-%22%20%

--**-*Fairly Dissatisfied
-%-%19%100%-%5%

Neither Satisfied Nor
1---*1Dissatisfied

13%-%-%-%4%6%

32--44Fairly Satisfied
64%66%-%-%52%47%

*-1-11Very Satisfied
3%-%27%-%7%9%

Have not Contacted / Not
Applicable (DO NOT READ

*1--11OUT)
9%34%-%-%15%13%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

321-55NET: Satisfied
67%66%27%-%59%56%

*-2*22NET: Dissatisfied
12%-%73%100%22%25%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on
the following aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41-----11---25Unweighted total
6*-----21---26Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----------**Fairly Dissatisfied
3%-%-%-%-%-%-%-%-%-%-%-%10%3%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----------22Fairly Satisfied
30%-%-%-%-%-%-%-%-%-%-%-%90%27%

-*-----------*Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

4------21----4OUT)
67%-%-%-%-%-%-%100%100%-%-%-%-%62%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*----------22NET: Satisfied
30%100%-%-%-%-%-%-%-%-%-%-%90%35%

*-----------**NET: Dissatisfied
3%-%-%-%-%-%-%-%-%-%-%-%10%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
321-1-41-2--2-5Unweighted total
51*-*-62-1--3-6Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*----*----*Fairly Dissatisfied
-%13%100%-%100%-%-%-%-%13%-%-%-%-%3%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2Fairly Satisfied
36%-%-%-%-%-%28%100%-%-%-%-%-%-%27%

*-----*-----*-*Very Satisfied
10%-%-%-%-%-%8%-%-%-%-%-%16%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

21----4--1--2-4OUT)
54%87%-%-%-%-%64%-%-%87%-%-%84%-%62%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22----*-2NET: Satisfied
46%-%-%-%-%-%36%100%-%-%-%-%16%-%35%

-**-*----*----*NET: Dissatisfied
-%13%100%-%100%-%-%-%-%13%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-----3132-32-2-15Unweighted total
-----2224-24-1-26Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*--*--*Fairly Dissatisfied
-%-%-%-%-%8%-%10%-%-%10%-%-%29%-%-%3%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2--2--2----2Fairly Satisfied
-%-%-%-%-%71%-%-%40%-%-%40%-%-%-%-%27%

-----*-*--*--*--*Very Satisfied
-%-%-%-%-%20%-%24%-%-%24%-%-%71%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

------212-12---24OUT)
-%-%-%-%-%-%100%66%60%-%66%60%-%-%-%100%62%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2-*2-*2-*--2NET: Satisfied
-%-%-%-%-%92%-%24%40%-%24%40%-%71%-%-%35%

-----*-*--*--*--*NET: Dissatisfied
-%-%-%-%-%8%-%10%-%-%10%-%-%29%-%-%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
23-3223111-25Unweighted total
24-4224*1*-46Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-**----*Fairly Dissatisfied
-%4%-%-%10%-%4%100%-%-%-%-%3%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2----22Fairly Satisfied
-%38%-%-%90%-%38%-%-%-%-%40%27%

*--*-*---*--*Very Satisfied
27%-%-%11%-%27%-%-%-%100%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

12-4-12-1--24OUT)
73%57%-%89%-%73%57%-%100%-%-%60%62%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2*2--*-22NET: Satisfied
27%38%-%11%90%27%38%-%-%100%-%40%35%

-*--*-**----*NET: Dissatisfied
-%4%-%-%10%-%4%100%-%-%-%-%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2441-443154342125Unweighted total
2542-464*65251236Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-******--*Fairly Dissatisfied
-%4%5%-%-%4%3%-%100%3%4%8%4%13%-%-%3%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2222--2--2222-2-2Fairly Satisfied
78%35%46%100%-%-%30%-%-%27%35%71%35%-%100%-%27%

***--*-*-****--**Very Satisfied
22%10%13%-%-%11%-%11%-%8%10%20%10%-%-%16%8%

Have not Contacted / Not
Applicable (DO NOT READ

-21--444-42-21-24OUT)
-%51%35%-%-%85%67%89%-%62%51%-%51%87%-%84%62%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2222-*2*-2222-2*2NET: Satisfied
100%45%59%100%-%11%30%11%-%35%45%92%45%-%100%16%35%

-**--**-******--*NET: Dissatisfied
-%4%5%-%-%4%3%-%100%3%4%8%4%13%-%-%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-14253-5454521-335Unweighted total
-24262-656564*-446Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-*-***Fairly Dissatisfied
-%-%5%-%3%8%-%3%4%3%4%3%-%100%-%4%4%3%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2222-222222--222Fairly Satisfied
-%-%46%78%27%71%-%27%35%27%35%27%40%-%-%38%38%27%

--****-*****-----*Very Satisfied
-%-%13%22%8%20%-%8%10%8%10%8%-%-%-%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

-21-4--424242--224OUT)
-%100%35%-%62%-%-%62%51%62%51%62%60%-%-%57%57%62%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2222-222222--222NET: Satisfied
-%-%59%100%35%92%-%35%45%35%45%35%40%-%-%38%38%35%

--*-**-*****-*-***NET: Dissatisfied
-%-%5%-%3%8%-%3%4%3%4%3%-%100%-%4%4%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 109  (continuation)                                                                                                                                                                      Page 1072

Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
233--2-532-145Unweighted total
244--2-633-*66Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*-**---**Fairly Dissatisfied
-%4%4%-%-%10%-%3%6%-%-%-%3%3%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-22---22Fairly Satisfied
-%38%38%-%-%90%-%27%53%-%-%-%30%27%

*------*-*-*-*Very Satisfied
27%-%-%-%-%-%-%8%-%16%-%100%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

122----412--44OUT)
73%57%57%-%-%-%-%62%41%84%-%-%67%62%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*22--2-22*-*22NET: Satisfied
27%38%38%-%-%90%-%35%53%16%-%100%30%35%

-**--*-**---**NET: Dissatisfied
-%4%4%-%-%10%-%3%6%-%-%-%3%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1211135Unweighted total
*3*2246Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

--*---*Fairly Dissatisfied
-%-%100%-%-%-%3%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

-2--2-2Fairly Satisfied
-%56%-%-%100%-%27%

*----**Very Satisfied
100%-%-%-%-%11%8%

Have not Contacted / Not
Applicable (DO NOT READ

-1-2-44OUT)
-%44%-%100%-%89%62%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

*2--2*2NET: Satisfied
100%56%-%-%100%11%35%

--*---*NET: Dissatisfied
-%-%100%-%-%-%3%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK
Mail on the following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
141212312113-118Unweighted total
19*1*14*3**8-221Weighted total

2------2-----2Very Dissatisfied
13%-%-%-%-%-%-%93%-%-%-%-%-%12%

2----2-------2Fairly Dissatisfied
9%-%-%-%-%37%-%-%-%-%-%-%-%8%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4*--1-*--*2--5Fairly Satisfied
22%100%-%-%88%-%100%-%-%100%31%-%-%22%

1----1-*-----1Very Satisfied
8%-%-%-%-%28%-%7%-%-%-%-%-%7%

Have not Contacted / Not
Applicable (DO NOT READ

9-***2--*-5-210OUT)
49%-%50%100%12%35%-%-%100%-%69%-%100%49%

Don't Know / (DO NOT
--*----------*READ OUT)
-%-%50%-%-%-%-%-%-%-%-%-%-%2%

6*--11**-*2--6NET: Satisfied
30%100%-%-%88%28%100%7%-%100%31%-%-%29%

4----2-2-----4NET: Dissatisfied
22%-%-%-%-%37%-%93%-%-%-%-%-%20%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
8105131133-10--5-18Unweighted total
5161*1*202-12--6-21Weighted total

-2----2-----2-2Very Dissatisfied
-%15%-%-%-%-%12%-%-%-%-%-%40%-%12%

2-----2-----2-2Fairly Dissatisfied
36%-%-%-%-%-%8%-%-%-%-%-%28%-%8%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23*-**4--3--2-5Fairly Satisfied
41%17%40%-%36%100%21%-%-%23%-%-%29%-%22%

*1**--1--1----1Very Satisfied
4%8%19%100%-%-%6%-%-%12%-%-%-%-%7%

Have not Contacted / Not
Applicable (DO NOT READ

*10*-*-102-8--*-10OUT)
9%60%41%-%64%-%49%100%-%62%-%-%3%-%49%

Don't Know / (DO NOT
*-----*--*----*READ OUT)

10%-%-%-%-%-%2%-%-%4%-%-%-%-%2%

241***5--4--2-6NET: Satisfied
45%25%59%100%36%100%28%-%-%35%-%-%29%-%29%

22----4-----4-4NET: Dissatisfied
36%15%-%-%-%-%21%-%-%-%-%-%68%-%20%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3122631341135111618Unweighted total
-1*13941362137***1121Weighted total

----2--2--2----22Very Dissatisfied
-%-%-%-%91%-%-%18%-%-%18%-%-%-%-%22%12%

-----2--2--2----2Fairly Dissatisfied
-%-%-%-%-%18%-%-%28%-%-%22%-%-%-%-%8%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--315--5--*-25Fairly Satisfied
-%25%100%-%-%32%30%35%-%-%35%-%-%100%-%23%22%

-*----1*1-*1---11Very Satisfied
-%21%-%-%-%-%30%1%22%-%1%17%-%-%-%12%7%

Have not Contacted / Not
Applicable (DO NOT READ

-*-**4263264*--510OUT)
-%54%-%27%9%49%40%42%50%100%42%61%100%-%-%43%49%

Don't Know / (DO NOT
---*---*--*---*-*READ OUT)
-%-%-%73%-%-%-%4%-%-%4%-%-%-%100%-%2%

-**--3351-51-*-46NET: Satisfied
-%46%100%-%-%32%60%36%22%-%36%17%-%100%-%35%29%

----22-22-22---24NET: Dissatisfied
-%-%-%-%91%18%-%18%28%-%18%22%-%-%-%22%20%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
216-135995242518Unweighted total
417-1561196151821Weighted total

-2-2-2---2--2Very Dissatisfied
-%14%-%16%-%22%-%-%-%51%-%-%12%

-2-2-2---2--2Fairly Dissatisfied
-%10%-%11%-%15%-%-%-%35%-%-%8%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*4-2223*11-25Fairly Satisfied
13%24%-%15%41%18%28%4%87%14%-%30%22%

-1-1*-1-*--11Very Satisfied
-%8%-%9%3%-%15%-%13%-%-%15%7%

Have not Contacted / Not
Applicable (DO NOT READ

37-73555--1410OUT)
87%41%-%46%56%46%52%96%-%-%100%49%49%

Don't Know / (DO NOT
-*-*--*----**READ OUT)
-%3%-%3%-%-%5%-%-%-%-%6%2%

*6-3324*11-46NET: Satisfied
13%32%-%23%44%18%43%4%100%14%-%45%29%

-4-4-4---4--4NET: Dissatisfied
-%24%-%28%-%36%-%-%-%86%-%-%20%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
616153-15141281716141682818Unweighted total
416162-191512418161416731121Weighted total

-2---222-2222-2-2Very Dissatisfied
-%15%-%-%-%13%16%20%-%13%15%17%15%-%93%-%12%

-22--222-22-2--22Fairly Dissatisfied
-%10%10%-%-%9%11%14%-%9%10%-%10%-%-%15%8%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

355--545*55554**5Fairly Satisfied
73%29%28%-%-%24%27%39%9%25%29%33%29%57%7%4%22%

*111--1-*1111*-11Very Satisfied
5%9%9%87%-%-%10%-%4%8%9%10%9%3%-%11%7%

Have not Contacted / Not
Applicable (DO NOT READ

158*-1053385553-710OUT)
22%34%50%13%-%52%36%23%76%42%34%39%34%41%-%65%49%

Don't Know / (DO NOT
-**--*-****-*--**READ OUT)
-%3%3%-%-%2%-%4%11%3%3%-%3%-%-%4%2%

3661-565166664*26NET: Satisfied
78%38%37%87%-%24%37%39%13%33%38%44%38%59%7%16%29%

-42--444-4424-224NET: Dissatisfied
-%26%10%-%-%21%27%34%-%22%26%17%26%-%93%15%20%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
19851815-1818181718151-101218Unweighted total
313562116-2121211921152-101221Weighted total

-2--2--222222--2-2Very Dissatisfied
-%19%-%-%12%-%-%12%12%12%13%12%16%-%-%23%-%12%

-2--22-222222---22Fairly Dissatisfied
-%13%-%-%8%10%-%8%8%8%9%8%11%-%-%-%14%8%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22355-5555522-435Fairly Satisfied
-%19%43%51%22%28%-%22%22%22%24%22%11%100%-%38%23%22%

-1-*11-111111--*11Very Satisfied
-%11%-%3%7%8%-%7%7%7%8%7%10%-%-%2%12%7%

Have not Contacted / Not
Applicable (DO NOT READ

3433108-1010108107--3510OUT)
100%33%57%46%49%51%-%49%49%49%44%49%48%-%-%32%46%49%

Don't Know / (DO NOT
-*--**-******--***READ OUT)
-%4%-%-%2%3%-%2%2%2%2%2%3%-%-%5%4%2%

-42366-6666632-446NET: Satisfied
-%31%43%54%29%36%-%29%29%29%32%29%21%100%-%40%35%29%

-4--42-444444--224NET: Dissatisfied
-%32%-%-%20%10%-%20%20%20%21%20%28%-%-%23%14%20%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
117133112117612105318Unweighted total
129134215*20812135221Weighted total

-2-2-2-22--2-2Very Dissatisfied
-%28%-%58%-%16%-%12%28%-%-%46%-%12%

-22-2--2-22--2Fairly Dissatisfied
-%19%13%-%100%-%-%8%-%14%12%-%-%8%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1431-4-5324**5Fairly Satisfied
5%45%22%31%-%27%-%22%32%16%29%9%11%22%

1-1--1*11*1--1Very Satisfied
12%-%11%-%-%10%100%6%15%2%11%-%-%7%

Have not Contacted / Not
Applicable (DO NOT READ

10*7*-6-102862210OUT)
83%3%51%11%-%43%-%49%25%65%44%45%89%49%

Don't Know / (DO NOT
-**--*-*-**--*READ OUT)
-%5%4%-%-%3%-%2%-%4%4%-%-%2%

2441-5*6425**6NET: Satisfied
17%45%33%31%-%37%100%29%46%17%40%9%11%29%

-42222-42222-4NET: Dissatisfied
-%47%13%58%100%16%-%20%28%14%12%46%-%20%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
933311618Unweighted total
842621821Weighted total

2---2-2Very Dissatisfied
30%-%-%-%100%-%12%

2----22Fairly Dissatisfied
21%-%-%-%-%9%8%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

*1*2-55Fairly Satisfied
6%32%11%40%-%25%22%

*--1-11Very Satisfied
2%-%-%20%-%8%7%

Have not Contacted / Not
Applicable (DO NOT READ

3322-1010OUT)
35%68%89%40%-%55%49%

Don't Know / (DO NOT
*----**READ OUT)
6%-%-%-%-%3%2%

11*4-66NET: Satisfied
8%32%11%60%-%33%29%

4---224NET: Dissatisfied
51%-%-%-%100%9%20%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on
the following aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2--1-----1-1-3Unweighted total
1--*-----*-1-2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1----------1-1Dissatisfied

88%-%-%-%-%-%-%-%-%-%-%100%-%80%

---*---------*Fairly Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%9%

*--------*---*Very Satisfied
12%-%-%-%-%-%-%-%-%100%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-----*---*NET: Satisfied
12%-%-%100%-%-%-%-%-%100%-%-%-%20%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122--211----1-3Unweighted total
*1*--*1*----*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1----1-------1Dissatisfied
-%90%-%-%-%-%100%-%-%-%-%-%-%-%80%

-**--*-*------*Fairly Satisfied
-%10%43%-%-%43%-%100%-%-%-%-%-%-%9%

*-*--*------*-*Very Satisfied
100%-%57%-%-%57%-%-%-%-%-%-%100%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-*----*-*NET: Satisfied
100%10%100%-%-%100%-%100%-%-%-%-%100%-%20%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
---1-2-3--3-1-23Unweighted total
---*-1-2--2-1-*2Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----1-1--1-1--1Dissatisfied
-%-%-%-%-%90%-%80%-%-%80%-%100%-%-%80%

-----*-*--*---**Fairly Satisfied
-%-%-%-%-%10%-%9%-%-%9%-%-%-%43%9%

---*---*--*---**Very Satisfied
-%-%-%100%-%-%-%11%-%-%11%-%-%-%57%11%

Have not Contacted / Not
Applicable (DO NOT READ

----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*-*--*---**NET: Satisfied
-%-%-%100%-%10%-%20%-%-%20%-%-%-%100%20%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-2121-11-13Unweighted total
-2-1*1*-*1-*2Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1-1---1--1Dissatisfied
-%80%-%88%-%88%-%-%-%100%-%-%80%

-*--*-*----**Fairly Satisfied
-%9%-%-%100%-%100%-%-%-%-%100%9%

-*-*-*--*---*Very Satisfied
-%11%-%12%-%12%-%-%100%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-****-*--**NET: Satisfied
-%20%-%12%100%12%100%-%100%-%-%100%20%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
132--3222233321-3Unweighted total
121--211112221*-2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
111--111111111--1Dissatisfied

100%80%88%-%-%80%88%88%88%88%80%80%80%90%-%-%80%

-*---*----****--*Fairly Satisfied
-%9%-%-%-%9%-%-%-%-%9%9%9%10%-%-%9%

-**--********-*-*Very Satisfied
-%11%12%-%-%11%12%12%12%12%11%11%11%-%100%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**********-*NET: Satisfied
-%20%12%-%-%20%12%12%12%12%20%20%20%10%100%-%20%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-12-32-333333--133Unweighted total
-*1-21-222222--122Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--1-11-111111--111Dissatisfied
-%-%90%-%80%90%-%80%80%80%80%80%80%-%-%100%80%80%

--*-**-******---**Fairly Satisfied
-%-%10%-%9%10%-%9%9%9%9%9%9%-%-%-%9%9%

-*--*--******---**Very Satisfied
-%100%-%-%11%-%-%11%11%11%11%11%11%-%-%-%11%11%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-******---**NET: Satisfied
-%100%10%-%20%10%-%20%20%20%20%20%20%-%-%-%20%20%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
213--3-31212-3Unweighted total
1*2--2-2*1*1-2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-1--1-1-1-1-1Dissatisfied

90%-%80%-%-%80%-%80%-%88%-%90%-%80%

*-*--*-**--*-*Fairly Satisfied
10%-%9%-%-%9%-%9%100%-%-%10%-%9%

-**--*-*-**--*Very Satisfied
-%100%11%-%-%11%-%11%-%12%100%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-*****-*NET: Satisfied
10%100%20%-%-%20%-%20%100%12%100%10%-%20%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
11-1-23Unweighted total
**-1-12Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
---1-11Dissatisfied
-%-%-%100%-%88%80%

-*----*Fairly Satisfied
-%100%-%-%-%-%9%

*----**Very Satisfied
100%-%-%-%-%12%11%

Have not Contacted / Not
Applicable (DO NOT READ

-------OUT)
-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

**---**NET: Satisfied
100%100%-%-%-%12%20%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please
rate Yodel on the following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9232111131--116Unweighted total

14111122241--117Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-1-----1----2Dissatisfied

10%-%66%-%-%-%-%-%36%-%-%-%-%13%

4--11-2------5Fairly Satisfied
26%-%-%100%100%-%100%-%-%-%-%-%-%26%

1*------1----2Very Satisfied
9%46%-%-%-%-%-%-%32%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

8**--2-211--19OUT)
55%54%34%-%-%100%-%100%32%100%-%-%100%50%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*-11-2-1----6NET: Satisfied
35%46%-%100%100%-%100%-%32%-%-%-%-%36%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
106----164-51-5116Unweighted total
126----174-6*-7*17Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*2----2--1*--*2Dissatisfied
4%32%-%-%-%-%13%-%-%24%100%-%-%100%13%

4*----5*----4-5Fairly Satisfied
35%8%-%-%-%-%26%11%-%-%-%-%62%-%26%

2-----2--*--1-2Very Satisfied
15%-%-%-%-%-%10%-%-%7%-%-%19%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

53----93-4--1-9OUT)
46%59%-%-%-%-%50%89%-%69%-%-%19%-%50%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6*----6*-*--5-6NET: Satisfied
50%8%-%-%-%-%36%11%-%7%-%-%81%-%36%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--2-3471132115--2916Unweighted total
--2-33101232125--21017Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----*21**11---12Dissatisfied
-%-%-%-%-%18%18%12%14%20%12%16%-%-%-%8%13%

-----145--5----35Fairly Satisfied
-%-%-%-%-%33%37%38%-%-%38%-%-%-%-%28%26%

-----1*1*-1*---12Very Satisfied
-%-%-%-%-%49%4%11%12%-%11%8%-%-%-%12%10%

Have not Contacted / Not
Applicable (DO NOT READ

--2-3-452254--259OUT)
-%-%100%-%100%-%41%39%73%80%39%76%-%-%100%51%50%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----246*-6*---46NET: Satisfied
-%-%-%-%-%82%41%49%12%-%49%8%-%-%-%40%36%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
115-79412331-816Unweighted total
*17-71041354*-717Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2-11-21---*2Dissatisfied
-%14%-%20%9%-%18%28%-%-%-%5%13%

-5-231321--15Fairly Satisfied
-%27%-%23%29%30%25%48%33%-%-%12%26%

*1-2-2--1--*2Very Satisfied
100%8%-%23%-%40%-%-%34%-%-%5%10%

Have not Contacted / Not
Applicable (DO NOT READ

-9-361811*-69OUT)
-%52%-%34%62%30%57%24%33%100%-%78%50%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*6-333323--16NET: Satisfied
100%35%-%46%29%70%25%48%67%-%-%17%36%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
31383-121211513141012111416Unweighted total
31293-141211615141110132217Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-12*-121*12211-12Dissatisfied
-%7%20%12%-%11%19%13%8%9%17%17%9%11%-%50%13%

-52--525-55425--5Fairly Satisfied
-%38%19%-%-%34%18%41%-%30%34%39%22%35%-%-%26%

**1--2-2-2*-*1-*2Very Satisfied
14%3%14%-%-%12%-%15%-%11%3%-%4%10%-%23%10%

Have not Contacted / Not
Applicable (DO NOT READ

3643-6836765662*9OUT)
86%52%46%88%-%43%63%31%92%49%47%44%65%45%100%26%50%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*53--626-65436-*6NET: Satisfied
14%41%34%-%-%46%18%56%-%41%36%39%26%44%-%23%36%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
18751611-161516131612136816Unweighted total
*9861714-171717141713145817Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-11-21-22222111**2Dissatisfied
-%10%18%-%13%10%-%13%11%13%17%13%7%100%34%9%5%13%

*-4*55-555552-3235Fairly Satisfied
100%-%54%8%26%32%-%26%27%26%33%26%14%-%66%32%40%26%

-2--22-222-21----2Very Satisfied
-%19%-%-%10%12%-%10%10%10%-%10%10%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-72597-999799--359OUT)
-%72%28%92%50%46%-%50%52%50%51%50%69%-%-%58%55%50%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*24*66-666563-3236NET: Satisfied
100%19%54%8%36%44%-%36%37%36%33%36%24%-%66%32%40%36%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
106114-12-16610103316Unweighted total
116134-15-1798103417Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*211-2-2*2*-22Dissatisfied
4%28%7%32%-%16%-%13%5%22%4%-%44%13%

*431-4-5222*25Fairly Satisfied
4%64%27%29%-%28%-%26%27%26%17%16%56%26%

2-1--1-21*2--2Very Satisfied
16%-%10%-%-%9%-%10%14%5%17%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

8*72-7-95463-9OUT)
76%7%56%39%-%47%-%50%54%47%62%84%-%50%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2451-5-6433*26NET: Satisfied
19%64%37%29%-%37%-%36%41%31%34%16%56%36%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
6244-1516Unweighted total
7335-1717Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
*-2--22Dissatisfied
7%-%70%-%-%11%13%

*1*2-55Fairly Satisfied
7%50%15%45%-%27%26%

--*1-22Very Satisfied
-%-%15%24%-%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

61-2-99OUT)
86%50%-%31%-%52%50%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

*114-66NET: Satisfied
7%50%30%69%-%37%36%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
61---2-111--17Unweighted total

10*---3-311--210Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----------22Fairly Dissatisfied
16%-%-%-%-%-%-%-%-%-%-%-%100%15%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2-------2Fairly Satisfied
17%-%-%-%-%51%-%-%-%-%-%-%-%16%

6*---2-31----6Very Satisfied
55%100%-%-%-%49%-%100%100%-%-%-%-%57%

Have not Contacted / Not
Applicable (DO NOT READ

1--------1---1OUT)
13%-%-%-%-%-%-%-%-%100%-%-%-%12%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*---3-31----8NET: Satisfied
72%100%-%-%-%100%-%100%100%-%-%-%-%73%

2-----------22NET: Dissatisfied
16%-%-%-%-%-%-%-%-%-%-%-%100%15%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
43----71-3--3-7Unweighted total
55----103-4--4-10Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----2-----2-2Fairly Dissatisfied
31%-%-%-%-%-%15%-%-%-%-%-%44%-%15%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----2--2----2Fairly Satisfied
32%-%-%-%-%-%16%-%-%38%-%-%-%-%16%

24----63-1--2-6Very Satisfied
37%77%-%-%-%-%57%100%-%33%-%-%56%-%57%

Have not Contacted / Not
Applicable (DO NOT READ

-1----1--1----1OUT)
-%23%-%-%-%-%12%-%-%29%-%-%-%-%12%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

44----83-3--2-8NET: Satisfied
69%77%-%-%-%-%73%100%-%71%-%-%56%-%73%

2-----2-----2-2NET: Dissatisfied
31%-%-%-%-%-%15%-%-%-%-%-%44%-%15%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-2434-34-1-47Unweighted total
---1-2737-37-*-710Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2---22Fairly Dissatisfied
-%-%-%-%-%-%22%-%22%-%-%22%-%-%-%22%15%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2---22Fairly Satisfied
-%-%-%-%-%-%23%-%23%-%-%23%-%-%-%24%16%

-----2424-24-*-36Very Satisfied
-%-%-%-%-%100%55%62%55%-%62%55%-%100%-%36%57%

Have not Contacted / Not
Applicable (DO NOT READ

---1---1--1----11OUT)
-%-%-%100%-%-%-%38%-%-%38%-%-%-%-%18%12%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2626-26-*-48NET: Satisfied
-%-%-%-%-%100%78%62%78%-%62%78%-%100%-%60%73%

------2-2--2---22NET: Dissatisfied
-%-%-%-%-%-%22%-%22%-%-%22%-%-%-%22%15%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
16-252511-237Unweighted total
29-3728*2-3610Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-2-----22Fairly Dissatisfied
100%-%-%50%-%77%-%-%-%-%-%27%15%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2----22Fairly Satisfied
-%19%-%-%23%-%20%-%-%-%-%29%16%

-6-24*6*2-136Very Satisfied
-%67%-%50%60%23%66%100%100%-%53%44%57%

Have not Contacted / Not
Applicable (DO NOT READ

-1--1-1---1-1OUT)
-%14%-%-%17%-%15%-%-%-%47%-%12%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-26*7*2-148NET: Satisfied
-%86%-%50%83%23%85%100%100%-%53%73%73%

2--2-2-----22NET: Dissatisfied
100%-%-%50%-%77%-%-%-%-%-%27%15%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
373--737176545117Unweighted total
3104--1031011097663210Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22---222-22-2--22Fairly Dissatisfied
48%15%-%-%-%15%45%15%-%15%18%-%26%-%-%100%15%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2---2-2-2---2--2Fairly Satisfied
-%16%-%-%-%16%-%16%-%16%-%-%-%26%-%-%16%

*64--6261666533-6Very Satisfied
14%57%100%-%-%57%55%57%100%57%68%83%74%54%100%-%57%

Have not Contacted / Not
Applicable (DO NOT READ

11---1-1-111-1--1OUT)
38%12%-%-%-%12%-%12%-%12%14%17%-%20%-%-%12%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*84--8281866553-8NET: Satisfied
14%73%100%-%-%73%55%73%100%73%68%83%74%80%100%-%73%

22---222-22-2--22NET: Dissatisfied
48%15%-%-%-%15%45%15%-%15%18%-%26%-%-%100%15%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
223374-667375-1537Unweighted total
3345106-99103107-27410Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-222-222-2-----2Fairly Dissatisfied
-%50%-%34%15%26%-%18%18%15%-%15%-%-%-%-%-%15%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2--2-2-22--2-2Fairly Satisfied
-%-%38%-%16%-%-%19%-%16%-%16%23%-%-%22%-%16%

321365-466264-2546Very Satisfied
100%50%33%66%57%74%-%50%68%57%60%57%60%-%100%61%100%57%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1--111111--1-1OUT)
-%-%29%-%12%-%-%14%14%12%40%12%17%-%-%17%-%12%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

323385-668286-2648NET: Satisfied
100%50%71%66%73%74%-%68%68%73%60%73%83%-%100%83%100%73%

-2-222-222-2-----2NET: Dissatisfied
-%50%-%34%15%26%-%18%18%15%-%15%-%-%-%-%-%15%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
4342-4-7432327Unweighted total
5663-7-107434310Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------22---22Fairly Dissatisfied
33%-%-%-%-%-%-%15%23%-%-%-%50%15%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--2-2-22--2Fairly Satisfied
-%29%27%-%-%24%-%16%-%47%57%-%-%16%

2442-4-642-426Very Satisfied
40%71%73%55%-%58%-%57%59%53%-%100%50%57%

Have not Contacted / Not
Applicable (DO NOT READ

1--1-1-11-1--1OUT)
27%-%-%45%-%18%-%12%18%-%43%-%-%12%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2662-6-8442428NET: Satisfied
40%100%100%55%-%82%-%73%59%100%57%100%50%73%

2------22---22NET: Dissatisfied
33%-%-%-%-%-%-%15%23%-%-%-%50%15%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
241-77Unweighted total
37*-1010Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

-2--22Fairly Dissatisfied
-%22%-%-%15%15%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

2---22Fairly Satisfied
57%-%-%-%16%16%

-6*-66Very Satisfied
-%78%100%-%57%57%

Have not Contacted / Not
Applicable (DO NOT READ

1---11OUT)
43%-%-%-%12%12%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

26*-88NET: Satisfied
57%78%100%-%73%73%

-2--22NET: Dissatisfied
-%22%-%-%15%15%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please
rate Hermes on the following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12--1-1-22221213Unweighted total
15--*-2-33*52116Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----------**Fairly Dissatisfied
1%-%-%-%-%-%-%-%-%-%-%-%11%1%

Neither Satisfied Nor
3----2-----2-3Dissatisfied

21%-%-%-%-%100%-%-%-%-%-%100%-%21%

1--*----1*---2Fairly Satisfied
10%-%-%100%-%-%-%-%47%44%-%-%-%12%

2------*1----2Very Satisfied
11%-%-%-%-%-%-%7%53%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

9------2-*5-19OUT)
58%-%-%-%-%-%-%93%-%56%100%-%89%56%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--*---*3*---4NET: Satisfied
20%-%-%100%-%-%-%7%100%44%-%-%-%23%

*-----------**NET: Dissatisfied
1%-%-%-%-%-%-%-%-%-%-%-%11%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
67413-93-5--5-13Unweighted total
791*1-155-8--3-16Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*-*Fairly Dissatisfied
2%-%22%-%29%-%-%-%-%-%-%-%6%-%1%

Neither Satisfied Nor
22----3--2--2-3Dissatisfied

24%18%-%-%-%-%22%-%-%19%-%-%62%-%21%

11*-*-21----1-2Fairly Satisfied
19%7%24%-%31%-%12%26%-%-%-%-%24%-%12%

*1**--1--2----2Very Satisfied
3%16%25%100%-%-%10%-%-%20%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

45*-*-94-5--*-9OUT)
53%58%30%-%40%-%57%74%-%60%-%-%8%-%56%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12***-31-2--1-4NET: Satisfied
21%24%48%100%31%-%21%26%-%20%-%-%24%-%23%

*-*-*-------*-*NET: Dissatisfied
2%-%22%-%29%-%-%-%-%-%-%-%6%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2111448418511-613Unweighted total
-**2158582510**-1116Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----*--*-*---*Fairly Dissatisfied
-%-%100%-%-%-%-%3%-%-%3%-%100%-%-%-%1%

Neither Satisfied Nor
---2-2--3--3---23Dissatisfied
-%-%-%100%-%35%-%-%40%-%-%31%-%-%-%15%21%

-*---*12--2--*-*2Fairly Satisfied
-%49%-%-%-%10%17%37%-%-%37%-%-%100%-%4%12%

-*----12--2-----2Very Satisfied
-%51%-%-%-%-%19%31%-%-%31%-%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

----13515217---99OUT)
-%-%-%-%100%56%64%28%60%100%28%69%-%-%-%81%56%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*34--4--*-*4NET: Satisfied
-%100%-%-%-%10%36%68%-%-%68%-%-%100%-%4%23%

--*----*--*-*---*NET: Dissatisfied
-%-%100%-%-%-%-%3%-%-%3%-%100%-%-%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-13-85493212513Unweighted total
-16-885113*22916Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*-*---*Fairly Dissatisfied
-%1%-%2%-%-%1%-%47%-%-%-%1%

Neither Satisfied Nor
-3-3-3---22-3Dissatisfied
-%21%-%41%-%69%-%-%-%100%88%-%21%

-2-1*-2*---22Fairly Satisfied
-%12%-%19%6%-%18%6%-%-%-%19%12%

-2-1*-21*---2Very Satisfied
-%10%-%19%2%-%15%50%53%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-9-17171--*79OUT)
-%56%-%19%92%31%66%44%-%-%12%81%56%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-31-42*--24NET: Satisfied
-%23%-%37%8%-%32%56%53%-%-%19%23%

-*-*--*-*---*NET: Dissatisfied
-%1%-%2%-%-%1%-%47%-%-%-%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
510123-1098612119963413Unweighted total
211134-121076131210953816Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*********--*Fairly Dissatisfied
8%2%1%-%-%1%2%2%3%1%1%2%2%3%-%-%1%

Neither Satisfied Nor
-33--333-33222-23Dissatisfied
-%30%24%-%-%27%31%46%-%24%27%16%18%31%-%21%21%

1121-111*21*1**12Fairly Satisfied
72%6%15%33%-%5%6%9%3%15%5%2%7%9%6%16%12%

**2*-121*222*2--2Very Satisfied
9%2%12%5%-%12%15%21%3%12%14%16%2%32%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

*662-651566661359OUT)
11%60%48%62%-%54%46%21%91%48%53%64%71%25%94%62%56%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2141-222*42212*14NET: Satisfied
81%8%27%38%-%18%22%30%6%27%19%18%9%41%6%16%23%

***--*********--*NET: Dissatisfied
8%2%1%-%-%1%2%2%3%1%1%2%2%3%-%-%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
184101311-131313131311216913Unweighted total
*124121614-161616161612416916Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-***-******--***Fairly Dissatisfied
-%1%-%1%1%1%-%1%1%1%1%1%1%-%-%3%2%1%

Neither Satisfied Nor
-22233-333333--223Dissatisfied
-%14%42%13%21%23%-%21%21%21%21%21%27%-%-%27%18%21%

*1*222-222222--*12Fairly Satisfied
100%11%13%16%12%14%-%12%12%12%12%12%16%-%-%3%7%12%

-*1*21-22222*11**2Very Satisfied
-%2%39%1%10%10%-%10%10%10%10%10%2%37%100%3%2%10%

Have not Contacted / Not
Applicable (DO NOT READ

-9*997-9999962-469OUT)
-%72%6%69%56%53%-%56%56%56%56%56%53%63%-%64%71%56%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*12243-44444211*14NET: Satisfied
100%12%52%17%23%24%-%23%23%23%23%23%18%37%100%6%9%23%

-*-***-******--***NET: Dissatisfied
-%1%-%1%1%1%-%1%1%1%1%1%1%-%-%3%2%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
76853811221183213Unweighted total

10512339*16313113216Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**--*Fairly Dissatisfied
-%3%-%5%-%2%-%1%-%1%1%-%-%1%

Neither Satisfied Nor
-33-2--3-322-3Dissatisfied
-%59%26%-%53%-%-%21%-%25%15%48%-%21%

11*11*-2*21**2Fairly Satisfied
13%12%4%45%47%6%-%12%7%13%12%14%11%12%

*1*1-2*1-2*-12Very Satisfied
2%26%1%44%-%19%100%9%-%12%2%-%89%10%

Have not Contacted / Not
Applicable (DO NOT READ

9-9*-6-92671-9OUT)
86%-%69%7%-%74%-%56%93%48%70%38%-%56%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

121312*3*31*24NET: Satisfied
14%38%5%88%47%24%100%22%7%26%14%14%100%23%

-*-*-*-*-**--*NET: Dissatisfied
-%3%-%5%-%2%-%1%-%1%1%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
5134-1113Unweighted total
5*37-1216Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-*---**Fairly Dissatisfied
-%100%-%-%-%1%1%

Neither Satisfied Nor
2-2--23Dissatisfied

34%-%48%-%-%14%21%

1--1-22Fairly Satisfied
13%-%-%17%-%17%12%

*-1--22Very Satisfied
4%-%45%-%-%14%10%

Have not Contacted / Not
Applicable (DO NOT READ

2-*6-69OUT)
49%-%7%83%-%54%56%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

1-11-44NET: Satisfied
17%-%45%17%-%30%23%

-*---**NET: Dissatisfied
-%100%-%-%-%1%1%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please
rate FedEx on the following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
8-1111111--3-10Unweighted total
7-**11**1--3-8Weighted total

1--*----1----2Very Dissatisfied
19%-%-%100%-%-%-%-%100%-%-%-%-%22%

--*----------*Fairly Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%5%

Neither Satisfied Nor
*----------*-*Dissatisfied
3%-%-%-%-%-%-%-%-%-%-%7%-%2%

1-----*----1-1Fairly Satisfied
21%-%-%-%-%-%100%-%-%-%-%47%-%19%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

3----1-*---1-3OUT)
39%-%-%-%-%100%-%100%-%-%-%47%-%35%

Don't Know / (DO NOT
1---1--------1READ OUT)

19%-%-%-%100%-%-%-%-%-%-%-%-%17%

1-----*----1-1NET: Satisfied
21%-%-%-%-%-%100%-%-%-%-%47%-%19%

1-**----1----2NET: Dissatisfied
19%-%100%100%-%-%-%-%100%-%-%-%-%27%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
463-1274-4----10Unweighted total
171-**72-3----8Weighted total

*1----2*------2Very Dissatisfied
44%19%-%-%-%-%24%20%-%-%-%-%-%-%22%

-*----*--*----*Fairly Dissatisfied
-%6%-%-%-%-%6%-%-%13%-%-%-%-%5%

Neither Satisfied Nor
*-*--*-*------*Dissatisfied

20%-%36%-%-%53%-%9%-%-%-%-%-%-%2%

*1*--*11-*----1Fairly Satisfied
18%19%32%-%-%47%18%63%-%5%-%-%-%-%19%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*3*-*-3*-1----3OUT)
18%37%32%-%100%-%35%8%-%40%-%-%-%-%35%

Don't Know / (DO NOT
-1----1--1----1READ OUT)
-%19%-%-%-%-%18%-%-%41%-%-%-%-%17%

*1*--*11-*----1NET: Satisfied
18%19%32%-%-%47%18%63%-%5%-%-%-%-%19%

*2----2*-*----2NET: Dissatisfied
44%25%-%-%-%-%29%20%-%13%-%-%-%-%27%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-22472173-21410Unweighted total
-**-12443144-1*48Weighted total

----1*-2--2-----2Very Dissatisfied
-%-%-%-%88%24%-%44%-%-%44%-%-%-%-%-%22%

------**--*---*-*Fairly Dissatisfied
-%-%-%-%-%-%10%11%-%-%11%-%-%-%100%-%5%

Neither Satisfied Nor
----*--*--*----**Dissatisfied
-%-%-%-%13%-%-%5%-%-%5%-%-%-%-%5%2%

--*---1*-1*1---11Fairly Satisfied
-%-%100%-%-%-%30%4%-%100%4%33%-%-%-%31%19%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*---1111-11-1-13OUT)
-%100%-%-%-%76%30%37%49%-%37%33%-%100%-%31%35%

Don't Know / (DO NOT
------1-1--1---11READ OUT)
-%-%-%-%-%-%31%-%51%-%-%34%-%-%-%32%17%

--*---1*-1*1---11NET: Satisfied
-%-%100%-%-%-%30%4%-%100%4%33%-%-%-%31%19%

----1**2--2---*-2NET: Dissatisfied
-%-%-%-%88%24%10%54%-%-%54%-%-%-%100%-%27%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-10-64461-21610Unweighted total
-8-53431-1*58Weighted total

-2-2-1*1---*2Very Dissatisfied
-%22%-%35%-%30%12%100%-%-%-%9%22%

-*-*-*----*-*Fairly Dissatisfied
-%5%-%9%-%10%-%-%-%-%100%-%5%

Neither Satisfied Nor
-*--*-*----**Dissatisfied
-%2%-%-%6%-%5%-%-%-%-%4%2%

-1-*1-1--*-11Fairly Satisfied
-%19%-%3%43%-%41%-%-%12%-%28%19%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-3-3*11--1-13OUT)
-%35%-%52%6%30%41%-%-%88%-%31%35%

Don't Know / (DO NOT
-1--11-----11READ OUT)
-%17%-%-%45%30%-%-%-%-%-%28%17%

-1-*1-1--*-11NET: Satisfied
-%19%-%3%43%-%41%-%-%12%-%28%19%

-2-2-2*1--**2NET: Dissatisfied
-%27%-%44%-%40%12%100%-%-%100%9%27%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
11073-7854101091042410Unweighted total
1863-564288683*48Weighted total

-21--222-22222--2Very Dissatisfied
-%22%22%-%-%34%27%39%-%22%22%26%22%50%-%-%22%

-**--**-******--*Fairly Dissatisfied
-%5%7%-%-%8%7%-%21%5%5%6%5%12%-%-%5%

Neither Satisfied Nor
-***--*--****--**Dissatisfied
-%2%3%7%-%-%3%-%-%2%2%3%2%-%-%5%2%

-1*--1*1*11*1-*11Fairly Satisfied
-%19%3%-%-%29%3%33%8%19%19%3%19%-%50%31%19%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

1331-131133331*13OUT)
100%35%43%46%-%29%40%29%71%35%35%42%35%37%50%31%35%

Don't Know / (DO NOT
-111--1--1111--11READ OUT)
-%17%22%47%-%-%21%-%-%17%17%20%17%-%-%32%17%

-1*--1*1*11*1-*11NET: Satisfied
-%19%3%-%-%29%3%33%8%19%19%3%19%-%50%31%19%

-22--222*22222--2NET: Dissatisfied
-%27%29%-%-%43%34%39%21%27%27%33%27%63%-%-%27%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 115  (continuation)                                                                                                                                                                      Page 1119

Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
163-109-10101010108-261010Unweighted total
*52-87-888887-1588Weighted total

*1--22-222221-*222Very Dissatisfied
100%24%-%-%22%23%-%22%22%22%22%22%18%-%69%37%22%22%

--*-*--******---**Fairly Dissatisfied
-%-%23%-%5%-%-%5%5%5%5%5%6%-%-%-%5%5%

Neither Satisfied Nor
-*--**-*****--****Dissatisfied
-%3%-%-%2%3%-%2%2%2%2%2%-%-%31%4%2%2%

-1*-11-111111--111Fairly Satisfied
-%23%9%-%19%20%-%19%19%19%19%19%20%-%-%28%19%19%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-11-33-333333--133OUT)
-%26%68%-%35%37%-%35%35%35%35%35%38%-%-%31%35%35%

Don't Know / (DO NOT
-1--11-111111---11READ OUT)
-%24%-%-%17%18%-%17%17%17%17%17%18%-%-%-%17%17%

-1*-11-111111--111NET: Satisfied
-%23%9%-%19%20%-%19%19%19%19%19%20%-%-%28%19%19%

*1*-22-222222-*222NET: Dissatisfied
100%24%23%-%27%23%-%27%27%27%27%27%24%-%69%37%27%27%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 115  (continuation)                                                                                                                                                                      Page 1120

Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
647316-101951410Unweighted total
5353*6-8163138Weighted total

*12--1-2-2*-12Very Dissatisfied
8%45%34%-%-%23%-%22%-%26%12%-%41%22%

*-*--*-*-*--**Fairly Dissatisfied
9%-%8%-%-%7%-%5%-%6%-%-%13%5%

Neither Satisfied Nor
-*-**--*-*--**Dissatisfied
-%6%-%7%100%-%-%2%-%3%-%-%6%2%

*1*1-1-1-11--1Fairly Satisfied
3%43%3%46%-%22%-%19%-%22%44%-%-%19%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

3*3--3-31111-3OUT)
52%6%54%-%-%47%-%35%100%22%44%100%-%35%

Don't Know / (DO NOT
1--1---1-1--11READ OUT)

27%-%-%47%-%-%-%17%-%20%-%-%41%17%

*1*1-1-1-11--1NET: Satisfied
3%43%3%46%-%22%-%19%-%22%44%-%-%19%

112--2-2-2*-22NET: Dissatisfied
17%45%43%-%-%30%-%27%-%33%12%-%54%27%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 115  (continuation)                                                                                                                                                                      Page 1121

Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
3161910Unweighted total
1*7168Weighted total

-*11*2Very Dissatisfied
-%100%20%100%6%22%

*---**Fairly Dissatisfied
55%-%-%-%6%5%

Neither Satisfied Nor
--*-**Dissatisfied
-%-%3%-%3%2%

*-1-11Fairly Satisfied
22%-%19%-%22%19%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-3-33OUT)
22%-%38%-%42%35%

Don't Know / (DO NOT
--1-11READ OUT)
-%-%20%-%20%17%

*-1-11NET: Satisfied
22%-%19%-%22%19%

**1112NET: Dissatisfied
55%100%20%100%13%27%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 115  (continuation)                                                                                                                                                                      Page 1122

Professionalism and handling of any query / complaint (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please
rate City Link Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----1------1Unweighted total
*-----*------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*------*Fairly Dissatisfied
100%-%-%-%-%-%100%-%-%-%-%-%-%100%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*------*NET: Dissatisfied
100%-%-%-%-%-%100%-%-%-%-%-%-%100%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-11--1--1-----1Unweighted total
-**--*--*-----*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*-----*Fairly Dissatisfied
-%100%100%-%-%100%-%-%100%-%-%-%-%-%100%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*-----*NET: Dissatisfied
-%100%100%-%-%100%-%-%100%-%-%-%-%-%100%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1124

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
--1----1--1---11Unweighted total
--*----*--*---**Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----*--*---**Fairly Dissatisfied
-%-%100%-%-%-%-%100%-%-%100%-%-%-%100%100%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----*--*---**NET: Dissatisfied
-%-%100%-%-%-%-%100%-%-%100%-%-%-%100%100%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1125

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--1-1----11Unweighted total
-*--*-*----**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Fairly Dissatisfied
-%100%-%-%100%-%100%-%-%-%-%100%100%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**NET: Dissatisfied
-%100%-%-%100%-%100%-%-%-%-%100%100%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1126

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-1-1--1--11111--1Unweighted total
-*-*--*--*****--*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*****--*Fairly Dissatisfied
-%100%-%100%-%-%100%-%-%100%100%100%100%100%-%-%100%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*****--*NET: Dissatisfied
-%100%-%100%-%-%100%-%-%100%100%100%100%100%-%-%100%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1127

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1--1--111111---11Unweighted total
-*--*--******---**Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--******---**Fairly Dissatisfied
-%100%-%-%100%-%-%100%100%100%100%100%100%-%-%-%100%100%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--******---**NET: Dissatisfied
-%100%-%-%100%-%-%100%100%100%100%100%100%-%-%-%100%100%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1128

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-1-1-1-11--1Unweighted total
-*-*-*-*-**--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**--*Fairly Dissatisfied
-%100%-%100%-%100%-%100%-%100%100%-%-%100%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**--*NET: Dissatisfied
-%100%-%100%-%100%-%100%-%100%100%-%-%100%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1129

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
1---11Unweighted total
*---**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

*---**Fairly Dissatisfied
100%-%-%-%100%100%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

*---**NET: Dissatisfied
100%-%-%-%100%100%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 116  (continuation)                                                                                                                                                                      Page 1130

Professionalism and handling of any query / complaint (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on
the following aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-------2Unweighted total
2---*2-------2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2-------2Fairly Dissatisfied
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

Neither Satisfied Nor
*---*--------*Dissatisfied

10%-%-%-%100%-%-%-%-%-%-%-%-%10%

--------------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
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 117                                                                                                                                                                                      Page 1131

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--111----1-2Unweighted total
2**--*22----*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2Fairly Dissatisfied
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

Neither Satisfied Nor
-**--*------*-*Dissatisfied
-%100%100%-%-%100%-%-%-%-%-%-%100%-%10%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2NET: Dissatisfied
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-111-11----2Unweighted total
----*-2*2-*2----2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2----2Fairly Dissatisfied
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

Neither Satisfied Nor
----*--*--*-----*Dissatisfied
-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%-%10%

-----------------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
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1133

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-111---12Unweighted total
-2-2-*2*---22Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2----22Fairly Dissatisfied
-%90%-%90%-%-%100%-%-%-%-%100%90%

Neither Satisfied Nor
-*-*-*-*----*Dissatisfied
-%10%-%10%-%100%-%100%-%-%-%-%10%

-------------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----22NET: Dissatisfied
-%90%-%90%-%-%100%-%-%-%-%100%90%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1134

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--211-111--2-2Unweighted total
-**--2**-***--2-2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2--------2-2Fairly Dissatisfied
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

Neither Satisfied Nor
-**--***-***--*-*Dissatisfied
-%100%100%-%-%10%100%100%-%100%100%100%-%-%10%-%10%

-----------------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
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1135

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--2-22-222222--1-2Unweighted total
--2-22-222222--*-2Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222222----2Fairly Dissatisfied
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

Neither Satisfied Nor
--*-**-******--*-*Dissatisfied
-%-%10%-%10%10%-%10%10%10%10%10%10%-%-%100%-%10%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222222----2NET: Dissatisfied
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1136

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-2--1-2-2-112Unweighted total
2-2--2-2-2-2*2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-2-2-2Fairly Dissatisfied
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

Neither Satisfied Nor
*-*----*-*--**Dissatisfied

10%-%10%-%-%-%-%10%-%10%-%-%100%10%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-2-2-2NET: Dissatisfied
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1137

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
2---22Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

2---22Fairly Dissatisfied
90%-%-%-%90%90%

Neither Satisfied Nor
*---**Dissatisfied

10%-%-%-%10%10%

------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
90%-%-%-%90%90%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 117  (continuation)                                                                                                                                                                      Page 1138

Professionalism and handling of any query / complaint (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3----1--11---3Unweighted total
2----1--**---2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----1-------1Very Satisfied
76%-%-%-%-%100%-%-%-%-%-%-%-%76%

Have not Contacted / Not
Applicable (DO NOT READ

*-------**---*OUT)
24%-%-%-%-%-%-%-%100%100%-%-%-%24%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----1-------1NET: Satisfied
76%-%-%-%-%100%-%-%-%-%-%-%-%76%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122-2-11-1--1-3Unweighted total
*1*-*-1*-1--*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1--1----1Very Satisfied
-%85%-%-%-%-%100%-%-%100%-%-%-%-%76%

Have not Contacted / Not
Applicable (DO NOT READ

***-*--*----*-*OUT)
100%15%100%-%100%-%-%100%-%-%-%-%100%-%24%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1--1----1NET: Satisfied
-%85%-%-%-%-%100%-%-%100%-%-%-%-%76%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1--1-112-121--13Unweighted total
-*--*-1*1-*1*--12Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------1-1--1---11Very Satisfied
-%-%-%-%-%-%100%-%88%-%-%88%-%-%-%100%76%

Have not Contacted / Not
Applicable (DO NOT READ

-*--*--**-***---*OUT)
-%100%-%-%100%-%-%100%12%-%100%12%100%-%-%-%24%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------1-1--1---11NET: Satisfied
-%-%-%-%-%-%100%-%88%-%-%88%-%-%-%100%76%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 118  (continuation)                                                                                                                                                                      Page 1141

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-21-3----33Unweighted total
-2-1*-2----22Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1----11Very Satisfied
-%76%-%88%-%-%76%-%-%-%-%76%76%

Have not Contacted / Not
Applicable (DO NOT READ

-*-**-*----**OUT)
-%24%-%12%100%-%24%-%-%-%-%24%24%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1----11NET: Satisfied
-%76%-%88%-%-%76%-%-%-%-%76%76%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 118  (continuation)                                                                                                                                                                      Page 1142

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-322-12-133331-23Unweighted total
-211-*1-*2222*-12Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-111--1--1111--11Very Satisfied
-%76%85%88%-%-%88%-%-%76%76%76%76%-%-%88%76%

Have not Contacted / Not
Applicable (DO NOT READ

-***-**-******-**OUT)
-%24%15%12%-%100%12%-%100%24%24%24%24%100%-%12%24%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-111--1--1111--11NET: Satisfied
-%76%85%88%-%-%88%-%-%76%76%76%76%-%-%88%76%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 118  (continuation)                                                                                                                                                                      Page 1143

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21122-333333--133Unweighted total
-1**11-222222--*22Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111---11Very Satisfied
-%88%-%-%85%85%-%76%76%76%76%76%76%-%-%-%76%76%

Have not Contacted / Not
Applicable (DO NOT READ

-*****-******--***OUT)
-%12%100%100%15%15%-%24%24%24%24%24%24%-%-%100%24%24%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111---11NET: Satisfied
-%88%-%-%85%85%-%76%76%76%76%76%76%-%-%-%76%76%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 118  (continuation)                                                                                                                                                                      Page 1144

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3-1211-3123--3Unweighted total
2-1**1-21*2--2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1-11-1--1Very Satisfied
76%-%100%-%-%100%-%76%100%-%76%-%-%76%

Have not Contacted / Not
Applicable (DO NOT READ

*--**--*-**--*OUT)
24%-%-%100%100%-%-%24%-%100%24%-%-%24%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1-11-1--1NET: Satisfied
76%-%100%-%-%100%-%76%100%-%76%-%-%76%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 118  (continuation)                                                                                                                                                                      Page 1145

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
111-33Unweighted total
**1-22Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

------Fairly Satisfied
-%-%-%-%-%-%

--1-11Very Satisfied
-%-%100%-%76%76%

Have not Contacted / Not
Applicable (DO NOT READ

**--**OUT)
100%100%-%-%24%24%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

--1-11NET: Satisfied
-%-%100%-%76%76%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 118  (continuation)                                                                                                                                                                      Page 1146

Professionalism and handling of any query / complaint (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Post UK on the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
17-3-12321213220Unweighted total
21-1-12551*33*23Weighted total

*-----------**Very Dissatisfied
1%-%-%-%-%-%-%-%-%-%-%-%54%1%

3------3-----3Fairly Dissatisfied
12%-%-%-%-%-%-%51%-%-%-%-%-%11%

Neither Satisfied Nor
6------2---3-6Dissatisfied

26%-%-%-%-%-%-%49%-%-%-%95%-%25%

6---123--*-*-6Fairly Satisfied
28%-%-%-%100%91%52%-%-%50%-%5%-%27%

3-1---2--*---4Very Satisfied
12%-%68%-%-%-%48%-%-%50%-%-%-%16%

Have not Contacted / Not
Applicable (DO NOT READ

4-*--*--1-3-*5OUT)
20%-%32%-%-%9%-%-%100%-%100%-%46%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9-1-125--*-*-10NET: Satisfied
41%-%68%-%100%91%100%-%-%100%-%5%-%42%

3------3----*3NET: Dissatisfied
13%-%-%-%-%-%-%51%-%-%-%-%54%12%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
8127-34136-6-16120Unweighted total
9141-11217-3-29223Weighted total

-**--*-*------*Very Dissatisfied
-%1%15%-%-%27%-%3%-%-%-%-%-%-%1%

3-----3-----3-3Fairly Dissatisfied
28%-%-%-%-%-%12%-%-%-%-%-%27%-%11%

Neither Satisfied Nor
-6----6--2-22-6Dissatisfied
-%41%-%-%-%-%26%-%-%54%-%100%26%-%25%

331-**63-*--126Fairly Satisfied
37%20%44%-%37%50%26%37%-%13%-%-%16%100%27%

31*-*-3*-*--3-4Very Satisfied
32%5%17%-%37%-%15%6%-%14%-%-%29%-%16%

Have not Contacted / Not
Applicable (DO NOT READ

*5*-**44-1--*-5OUT)
2%33%24%-%26%23%20%54%-%19%-%-%2%-%21%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

631-**93-1--4210NET: Satisfied
70%25%61%-%74%50%41%43%-%27%-%-%44%100%42%

3**--*3*----3-3NET: Dissatisfied
28%1%15%-%-%27%12%3%-%-%-%-%27%-%12%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-42233413611372311020Unweighted total
-2*24399113913*231423Weighted total

-*-----*--*--*--*Very Dissatisfied
-%9%-%-%-%-%-%2%-%-%2%-%-%9%-%-%1%

----3---3--3--3-3Fairly Dissatisfied
-%-%-%-%59%-%-%-%23%-%-%19%-%-%100%-%11%

Neither Satisfied Nor
---222-24-24-2-46Dissatisfied
-%-%-%80%37%80%-%18%37%-%18%30%-%74%-%28%25%

-**-*-421324---66Fairly Satisfied
-%11%51%-%4%-%44%23%13%100%23%29%-%-%-%40%27%

-----123*-3*-*-34Very Satisfied
-%-%-%-%-%20%27%33%4%-%33%3%-%18%-%20%16%

Have not Contacted / Not
Applicable (DO NOT READ

-2**--323-23*--25OUT)
-%79%49%20%-%-%28%23%23%-%23%19%100%-%-%13%21%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*1652354-*-910NET: Satisfied
-%11%51%-%4%20%72%57%17%100%57%33%-%18%-%60%42%

-*--3--*3-*3-*3-3NET: Dissatisfied
-%9%-%-%59%-%-%2%23%-%2%19%-%9%100%-%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
317-12871332321020Unweighted total
319-10124183*211723Weighted total

-*-*--**----*Very Dissatisfied
-%1%-%2%-%-%1%7%-%-%-%-%1%

-3--3-3----33Fairly Dissatisfied
-%13%-%-%20%-%14%-%-%-%-%15%11%

Neither Satisfied Nor
-6-23-6----66Dissatisfied
-%29%-%24%26%-%31%-%-%-%-%34%25%

33-6*33*-2-46Fairly Satisfied
88%16%-%58%1%72%16%8%-%81%-%25%27%

-4-12132--1*4Very Satisfied
-%18%-%11%20%15%16%86%-%-%100%3%16%

Have not Contacted / Not
Applicable (DO NOT READ

*4-1414-**-45OUT)
12%22%-%6%33%13%23%-%100%19%-%24%21%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

37-73463-21510NET: Satisfied
88%34%-%69%21%87%31%93%-%81%100%28%42%

-3-*3-3*---33NET: Dissatisfied
-%14%-%2%20%-%15%7%-%-%-%15%12%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
618121-19131591617151585720Unweighted total
3209*-221317615191614841123Weighted total

***--********--**Very Dissatisfied
7%1%2%-%-%1%1%1%3%1%1%1%1%-%-%2%1%

-3---333--3-3--33Fairly Dissatisfied
-%13%-%-%-%11%19%15%-%-%13%-%18%-%-%23%11%

Neither Satisfied Nor
-62--64434666-246Dissatisfied
-%29%28%-%-%25%30%24%56%28%29%35%40%-%41%37%25%

-32*-634*53312*46Fairly Satisfied
-%16%25%100%-%26%23%27%7%32%16%19%4%23%4%38%27%

141--4*4*433131-4Very Satisfied
24%18%12%-%-%16%3%21%4%24%16%16%4%37%16%-%16%

Have not Contacted / Not
Applicable (DO NOT READ

253--5322255531-5OUT)
70%24%33%-%-%21%24%12%30%15%24%29%33%41%38%-%21%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

173*-9481866151410NET: Satisfied
24%34%37%100%-%42%26%48%11%56%32%35%8%59%21%38%42%

*3*--333**3*3--33NET: Dissatisfied
7%14%2%-%-%12%20%16%3%1%14%1%19%-%-%25%12%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
281072015-201920172013-481420Unweighted total
481172318-232023182313-781623Weighted total

-*-**--******---**Very Dissatisfied
-%2%-%3%1%-%-%1%1%1%1%1%2%-%-%-%1%1%

--3-3--3-3333---33Fairly Dissatisfied
-%-%24%-%11%-%-%11%-%11%14%11%20%-%-%-%16%11%

Neither Satisfied Nor
23--64-666662-4626Dissatisfied

63%39%-%-%25%23%-%25%28%25%31%25%12%-%61%72%15%25%

-42466-666263-**36Fairly Satisfied
-%52%17%60%27%34%-%27%30%27%12%27%23%-%3%5%18%27%

-*3*43-444441-2-44Very Satisfied
-%6%29%7%16%17%-%16%17%16%19%16%9%-%36%-%22%16%

Have not Contacted / Not
Applicable (DO NOT READ

1*3255-555454--245OUT)
37%2%29%30%21%25%-%21%23%21%23%21%34%-%-%22%27%21%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-554109-1010106104-3*610NET: Satisfied
-%57%47%67%42%52%-%42%48%42%31%42%32%-%39%5%40%42%

-*3*3--3*3333---33NET: Dissatisfied
-%2%24%3%12%-%-%12%1%12%15%12%22%-%-%-%17%12%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
61489212-20911112720Unweighted total
518910*14-231211133723Weighted total

-*-**--*-**--*Very Dissatisfied
-%1%-%2%51%-%-%1%-%2%1%-%-%1%

-33--3-33--3-3Fairly Dissatisfied
-%14%28%-%-%18%-%11%22%-%-%94%-%11%

Neither Satisfied Nor
-632-3-6246--6Dissatisfied
-%32%35%24%-%23%-%25%13%37%43%-%-%25%

24*3*3-6243-36Fairly Satisfied
33%25%4%27%49%20%-%27%14%41%20%-%51%27%

*331-4-431*-34Very Satisfied
5%19%32%6%-%26%-%16%25%6%2%-%49%16%

Have not Contacted / Not
Applicable (DO NOT READ

32*4-2-5325*-5OUT)
63%9%2%41%-%13%-%21%26%15%34%6%-%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2833*6-10553-710NET: Satisfied
37%44%36%33%49%46%-%42%39%46%22%-%100%42%

-33**3-33**3-3NET: Dissatisfied
-%15%28%2%51%18%-%12%22%2%1%94%-%12%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
4124-1620Unweighted total
2156-1623Weighted total

-*--**Very Dissatisfied
-%1%-%-%1%1%

-3---3Fairly Dissatisfied
-%17%-%-%-%11%

Neither Satisfied Nor
222-26Dissatisfied

77%10%44%-%10%25%

*6*-66Fairly Satisfied
8%38%3%-%38%27%

-13-44Very Satisfied
-%4%52%-%22%16%

Have not Contacted / Not
Applicable (DO NOT READ

*4--55OUT)
15%29%-%-%28%21%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*63-1010NET: Satisfied
8%42%56%-%61%42%

-3--*3NET: Dissatisfied
-%18%-%-%1%12%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1---1----125Unweighted total
3-*---2----**3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%12%

Neither Satisfied Nor
*-----------**Dissatisfied
6%-%-%-%-%-%-%-%-%-%-%-%54%6%

2-----2------2Fairly Satisfied
82%-%-%-%-%-%100%-%-%-%-%-%-%72%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-----------**OUT)
5%-%-%-%-%-%-%-%-%-%-%-%46%5%

Don't Know / (DO NOT
*----------*-*READ OUT)
6%-%-%-%-%-%-%-%-%-%-%100%-%5%

2-----2------2NET: Satisfied
82%-%-%-%-%-%100%-%-%-%-%-%-%72%

--*----------*NET: Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
413-1222-2--1-5Unweighted total
3*1-**3*-3--*-3Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Fairly Dissatisfied
13%-%-%-%-%-%14%-%-%14%-%-%-%-%12%

Neither Satisfied Nor
-**--*-*------*Dissatisfied
-%100%36%-%-%51%-%51%-%-%-%-%-%-%6%

2-----2--2----2Fairly Satisfied
76%-%-%-%-%-%86%-%-%86%-%-%-%-%72%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-*-*-------*-*OUT)
5%-%30%-%100%-%-%-%-%-%-%-%100%-%5%

Don't Know / (DO NOT
*-*--*-*------*READ OUT)
6%-%34%-%-%49%-%49%-%-%-%-%-%-%5%

2-----2--2----2NET: Satisfied
76%-%-%-%-%-%86%-%-%86%-%-%-%-%72%

*-----*--*----*NET: Dissatisfied
13%-%-%-%-%-%14%-%-%14%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11132-3211-25Unweighted total
-**-**213-13**-13Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*--*---**Fairly Dissatisfied
-%-%-%-%-%100%-%-%14%-%-%14%-%-%-%69%12%

Neither Satisfied Nor
-*-----*--*--*--*Dissatisfied
-%100%-%-%-%-%-%36%-%-%36%-%-%100%-%-%6%

------2-2--2----2Fairly Satisfied
-%-%-%-%-%-%100%-%86%-%-%86%-%-%-%-%72%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--*----*--*-*---*OUT)
-%-%100%-%-%-%-%30%-%-%30%-%100%-%-%-%5%

Don't Know / (DO NOT
----*--*--*----**READ OUT)
-%-%-%-%100%-%-%34%-%-%34%-%-%-%-%31%5%

------2-2--2----2NET: Satisfied
-%-%-%-%-%-%100%-%86%-%-%86%-%-%-%-%72%

-----*--*--*---**NET: Dissatisfied
-%-%-%-%-%100%-%-%14%-%-%14%-%-%-%69%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
14-412311-125Unweighted total
*3-3*31**-*33Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*Fairly Dissatisfied
100%-%-%13%-%14%-%-%-%-%100%-%12%

Neither Satisfied Nor
-*-*--**----*Dissatisfied
-%6%-%6%-%-%36%100%-%-%-%-%6%

-2-2-2-----22Fairly Satisfied
-%82%-%76%-%86%-%-%-%-%-%93%72%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*--*-*---*OUT)
-%5%-%5%-%-%30%-%100%-%-%-%5%

Don't Know / (DO NOT
-*--*-*----**READ OUT)
-%6%-%-%100%-%34%-%-%-%-%7%5%

-2-2-2-----22NET: Satisfied
-%82%-%76%-%86%-%-%-%-%-%93%72%

*--*-*----*-*NET: Dissatisfied
100%-%-%13%-%14%-%-%-%-%100%-%12%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2541-453355452125Unweighted total
*31*-333133133**3Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*Fairly Dissatisfied
-%12%44%-%-%13%12%-%54%12%12%44%12%-%100%-%12%

Neither Satisfied Nor
***--********--**Dissatisfied

54%6%20%-%-%6%6%7%25%6%6%20%6%-%-%51%6%

-2---222-22-22--2Fairly Satisfied
-%72%-%-%-%76%72%87%-%72%72%-%72%94%-%-%72%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

***--*********--*OUT)
46%5%17%-%-%5%5%6%21%5%5%17%5%6%-%-%5%

Don't Know / (DO NOT
-***--*--****--**READ OUT)
-%5%19%100%-%-%5%-%-%5%5%19%5%-%-%49%5%

-2---222-22-22--2NET: Satisfied
-%72%-%-%-%76%72%87%-%72%72%-%72%94%-%-%72%

-**--**-*****-*-*NET: Dissatisfied
-%12%44%-%-%13%12%-%54%12%12%44%12%-%100%-%12%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 120  (continuation)                                                                                                                                                                      Page 1159

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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-41254-555553-1245Unweighted total
-3**33-333333-**33Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Fairly Dissatisfied
-%-%100%-%12%13%-%12%12%12%12%12%-%-%-%-%-%12%

Neither Satisfied Nor
-*-**--******---**Dissatisfied
-%6%-%54%6%-%-%6%6%6%6%6%7%-%-%-%6%6%

-2--22-222222---22Fairly Satisfied
-%82%-%-%72%76%-%72%72%72%72%72%87%-%-%-%82%72%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-***-******--***OUT)
-%5%-%46%5%5%-%5%5%5%5%5%6%-%-%46%5%5%

Don't Know / (DO NOT
-*--**-*****--****READ OUT)
-%6%-%-%5%6%-%5%5%5%5%5%-%-%100%54%6%5%

-2--22-222222---22NET: Satisfied
-%82%-%-%72%76%-%72%72%72%72%72%87%-%-%-%82%72%

--*-**-*****-----*NET: Dissatisfied
-%-%100%-%12%13%-%12%12%12%12%12%-%-%-%-%-%12%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
231322-5142-35Unweighted total
3121*3-321*-33Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**Fairly Dissatisfied
14%-%-%-%-%-%-%12%-%44%-%-%14%12%

Neither Satisfied Nor
-*-**--*-**--*Dissatisfied
-%36%-%36%51%-%-%6%-%20%54%-%-%6%

2-2--2-22---22Fairly Satisfied
86%-%100%-%-%94%-%72%100%-%-%-%80%72%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*-*-*-**--*OUT)
-%30%-%30%-%6%-%5%-%17%46%-%-%5%

Don't Know / (DO NOT
-*-**--*-*--**READ OUT)
-%34%-%34%49%-%-%5%-%19%-%-%6%5%

2-2--2-22---22NET: Satisfied
86%-%100%-%-%94%-%72%100%-%-%-%80%72%

*------*-*--**NET: Dissatisfied
14%-%-%-%-%-%-%12%-%44%-%-%14%12%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
212-45Unweighted total
1*3-33Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

*----*Fairly Dissatisfied
72%-%-%-%-%12%

Neither Satisfied Nor
-*--**Dissatisfied
-%100%-%-%6%6%

--2-22Fairly Satisfied
-%-%93%-%82%72%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*---**OUT)
28%-%-%-%5%5%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%7%-%6%5%

--2-22NET: Satisfied
-%-%93%-%82%72%

*----*NET: Dissatisfied
72%-%-%-%-%12%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 120  (continuation)                                                                                                                                                                      Page 1162

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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--1----------1Unweighted total
--*----------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*NET: Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-----1--1----1Unweighted total
*-----*--*----*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Fairly Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*NET: Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-----1--1-1---11Unweighted total
-----*--*-*---**Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**Fairly Satisfied
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1----1-1Unweighted total
*--*-*----*-*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*Fairly Satisfied
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

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
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--11-11111-1-1Unweighted total
-**--**-*****-*-*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*Fairly Satisfied
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 121  (continuation)                                                                                                                                                                      Page 1167

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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-11111-----1Unweighted total
--*-**-*****-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Fairly Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 121  (continuation)                                                                                                                                                                      Page 1168

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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1------1-1--11Unweighted total
*------*-*--**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**Fairly Satisfied
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Professionalism and handling of any query / complaint (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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
1----1Unweighted total
*----*Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*----*Fairly Satisfied
100%-%-%-%-%100%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*----*NET: Satisfied
100%-%-%-%-%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 121  (continuation)                                                                                                                                                                      Page 1170

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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
70987511107782101094Unweighted total
7733351415109258886Weighted total

7*-*-1-23--**7Very Dissatisfied
9%14%-%14%-%9%-%23%27%-%-%2%3%9%

8*1*-3*3----210Fairly Dissatisfied
10%14%24%16%-%24%1%24%-%-%-%-%25%11%

Neither Satisfied Nor
15*1-*2-21*26*16Dissatisfied
20%3%25%-%3%13%-%23%15%11%50%78%3%19%

311*14313-1121534Fairly Satisfied
40%27%12%53%73%24%83%-%14%50%50%18%65%39%

1511*-42341--*17Very Satisfied
19%42%25%16%-%29%16%29%44%39%-%-%5%20%

Don't Know / (DO NOT
1-*-1------*-2READ OUT)
2%-%14%-%24%-%-%-%-%-%-%2%-%2%

46212471535121551NET: Satisfied
60%69%37%69%73%54%99%29%58%89%50%18%69%59%

14111-5*53--*217NET: Dissatisfied
19%28%24%31%-%33%1%47%27%-%-%2%28%20%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 122                                                                                                                                                                                      Page 1171

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*ba*g*f*e*d*cb*aSignificance Level: 95%
5242323101962211291233394Unweighted total
474061238120*25*233386Weighted total

25*--*72----317Very Dissatisfied
5%13%6%-%-%11%9%9%-%-%-%-%9%38%9%

811-**92*1--6-10Fairly Dissatisfied
18%3%9%-%18%6%11%8%100%6%-%-%20%-%11%

a

Neither Satisfied Nor
2141-*1153-5*25*16Dissatisfied
5%34%21%-%18%26%18%15%-%19%100%78%14%14%19%

b

24102-113210-10--12234Fairly Satisfied
52%24%31%-%41%31%40%51%-%41%-%-%36%48%39%

a

9921*1163-7-*7-17Very Satisfied
18%23%29%100%23%20%20%16%-%27%-%22%21%-%20%

Don't Know / (DO NOT
11*--*2*-2----2READ OUT)
1%3%3%-%-%6%2%1%-%7%-%-%-%-%2%

331931124813-17-*19251NET: Satisfied
70%47%60%100%64%51%59%66%-%68%-%22%57%48%59%

a

1161-*1164*1--9117NET: Dissatisfied
23%16%16%-%18%17%20%18%100%6%-%-%29%38%20%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 122  (continuation)                                                                                                                                                                      Page 1172

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*aba*d*c*baSignificance Level: 95%
-118710282862284623251663494Unweighted total
-244923424436744421854286Weighted total

-*--43*61-61*2-27Very Dissatisfied
-%8%-%-%42%15%*%14%4%-%14%3%21%24%-%6%9%

-*1-32428-28**4210Fairly Dissatisfied
-%19%20%-%29%10%9%4%22%-%4%19%21%2%86%5%11%

b

Neither Satisfied Nor
-**3264583511*3*916Dissatisfied
-%16%4%77%23%25%10%12%22%43%12%25%36%40%4%22%19%

-13-*72121942113*1-1734Fairly Satisfied
-%34%75%-%2%31%51%47%26%57%47%31%22%16%-%40%39%

-1-1*511108-108-1-1017Very Satisfied
-%23%-%12%1%20%27%22%22%-%22%18%-%18%-%24%20%

Don't Know / (DO NOT
---**-111-11--*12READ OUT)
-%-%-%11%2%-%3%1%4%-%1%3%-%-%10%4%2%

-131*1232301743021*3-2651NET: Satisfied
-%57%75%12%3%50%78%69%48%57%69%50%22%34%-%64%59%

-11-66489-89*24517NET: Dissatisfied
-%27%20%-%71%24%9%18%26%-%18%22%41%26%86%11%20%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
985-5836365815913154194Unweighted total
779-543336511461194686Weighted total

*7-61521-3-37Very Dissatisfied
7%9%-%11%4%15%4%11%-%26%-%7%9%

28-6446**21610Fairly Dissatisfied
27%10%-%11%12%11%11%1%3%19%15%13%11%

Neither Satisfied Nor
-16-975112-32916Dissatisfied
-%20%-%17%21%14%22%13%-%26%23%19%19%

430-2211161863332034Fairly Satisfied
54%38%-%42%35%46%35%44%40%23%32%43%39%

117-1084144413617Very Satisfied
12%21%-%18%24%10%27%31%57%5%30%14%20%

Don't Know / (DO NOT
-2-*111----22READ OUT)
-%2%-%1%5%4%1%-%-%-%-%4%2%

547-32192031106352651NET: Satisfied
66%59%-%60%59%56%62%75%97%28%62%57%59%

215-125982*51917NET: Dissatisfied
34%19%-%22%16%27%15%12%3%45%15%20%20%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 122  (continuation)                                                                                                                                                                      Page 1174

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cba*c*bagfedcbac*baSignificance Level: 95%
30876914-797166338686717838223494Unweighted total
17765411-756064147876586237173286Weighted total

274--777177673227Very Dissatisfied
11%10%8%-%-%10%11%11%10%10%10%11%12%8%14%6%9%

284*-10872682813610Fairly Dissatisfied
10%11%7%2%-%13%13%11%15%7%11%4%13%4%14%18%11%

b

Neither Satisfied Nor
215103-131211514161413421016Dissatisfied

11%19%18%28%-%17%20%17%39%17%21%24%21%12%12%30%19%

dfg

830223-312425232261921187934Fairly Satisfied
46%39%40%29%-%41%39%38%11%41%35%33%34%49%39%28%39%

eeeeee

415133-14814317161410104417Very Satisfied
21%19%24%28%-%19%13%22%22%22%21%25%17%27%21%12%20%

Don't Know / (DO NOT
-221-*1**2212--22READ OUT)
-%3%4%14%-%1%2%1%3%2%3%3%3%-%-%6%2%

1244356-45313955042343228101351NET: Satisfied
68%58%64%57%-%60%53%60%33%64%56%59%51%76%60%40%59%

eeeea

4158*-1715144131581545817NET: Dissatisfied
21%20%15%2%-%23%25%22%25%17%20%15%25%12%28%24%20%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 122  (continuation)                                                                                                                                                                      Page 1175

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
114241349469-938994849465615466594Unweighted total

84336288669-8582867186571016395586Weighted total

*52273-777677-*557Very Dissatisfied
5%12%5%7%9%5%-%9%9%9%9%9%12%-%3%14%8%9%

-462106-107108107**1510Fairly Dissatisfied
-%8%17%8%11%8%-%11%9%11%12%11%12%2%3%3%9%11%

Neither Satisfied Nor
29541613-161516161684610916Dissatisfied

33%21%13%16%19%19%-%19%19%19%23%19%13%41%39%25%17%19%

11617143430-34323427342343162234Fairly Satisfied
16%38%46%50%39%43%-%40%39%39%38%39%40%42%19%41%39%39%

37751715-1617171217111561217Very Satisfied
46%16%20%19%20%22%-%19%21%20%17%20%20%15%35%15%23%20%

Don't Know / (DO NOT
-2--22-222222-*122READ OUT)
-%5%-%-%2%3%-%2%2%2%3%2%3%-%1%2%4%2%

52324195144-50505138513458223451NET: Satisfied
62%54%65%69%59%65%-%59%61%59%54%59%60%57%54%56%62%59%

*984179-171517141714*171017NET: Dissatisfied
5%21%22%15%20%13%-%20%18%20%20%20%24%2%6%17%18%20%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*ba*bac*baSignificance Level: 95%
41535530957391296542183494Unweighted total
32555326658186374936173386Weighted total

2543*5-7442337Very Dissatisfied
7%10%8%10%3%9%-%9%10%8%5%17%8%9%

466126-104534310Fairly Dissatisfied
13%10%12%5%29%10%-%11%12%11%8%24%8%11%

Neither Satisfied Nor
41212427-16214113216Dissatisfied

14%21%22%17%36%12%-%19%5%28%30%17%7%19%

a

12221812225-3416181521734Fairly Satisfied
37%40%34%46%29%43%-%39%42%37%41%12%52%39%

810124-1511712655717Very Satisfied
25%17%23%17%-%25%100%20%31%12%15%30%21%20%

Don't Know / (DO NOT
11*1**-2-2*-12READ OUT)
4%1%1%6%3%1%-%2%-%4%1%-%4%2%

2032301624015127242072451NET: Satisfied
62%58%57%62%29%69%100%59%73%49%56%42%72%59%

611114211-178957517NET: Dissatisfied
19%20%20%15%32%18%-%20%21%19%13%41%16%20%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 122  (continuation)                                                                                                                                                                      Page 1177

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
2914262557494Unweighted total
199292976686Weighted total

3113527Very Dissatisfied
15%15%2%9%70%3%9%

414**610Fairly Dissatisfied
21%11%15%2%6%9%11%

Neither Satisfied Nor
3256-716Dissatisfied

15%18%18%22%-%11%19%

85101123234Fairly Satisfied
40%56%36%36%23%48%39%

1-88-1717Very Satisfied
7%-%29%27%-%26%20%

Don't Know / (DO NOT
*--1-22READ OUT)
2%-%-%5%-%3%2%

95191824951NET: Satisfied
47%56%65%63%23%73%59%

72535817NET: Dissatisfied
36%26%17%10%77%13%20%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on
Professionalism and handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



OtherOtherOtherTNT PostTNTDXCity LinkFedExHermesParcelforceYodelUPSUK MailTNTDHL
(3rd)(2nd)(1st)UKExpressPost

*o*n*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1520321101371631851717Unweighted total
*32322*81610172216918Weighted total

--*---2----2-21Very Dissatisfied
-%-%1%-%-%-%22%-%-%-%-%12%-%20%8%

-*3-2***2--2***Fairly Dissatisfied
-%12%11%-%90%100%5%1%15%-%-%8%3%5%3%

Neither Satisfied Nor
-*6-*-*3-21--13Dissatisfied
-%6%25%-%10%-%2%21%-%13%80%-%-%6%14%

*26---1225*5245Fairly Satisfied
100%72%27%-%-%-%19%12%16%26%9%22%27%47%26%

--41---262*1*11Very Satisfied
-%-%16%76%-%-%-%10%57%10%11%7%8%9%3%

Have not Contacted / Not
Applicable (DO NOT READ

-*5*--3919-10419OUT)
-%5%21%24%-%-%35%56%12%50%-%49%62%13%46%

Don't Know / (DO NOT
-*----1----*---READ OUT)
-%5%-%-%-%-%17%-%-%-%-%2%-%-%-%

*2101--1486*6255NET: Satisfied
100%72%42%76%-%-%19%23%73%36%20%29%35%56%29%

-*3-2*2*2--4*22NET: Dissatisfied
-%12%12%-%90%100%27%1%15%-%-%20%3%25%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o

Ofcom; Business Postal Tracker
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QOP3A. SUMMARY. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on Professionalism and
handling of any query / complaint.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
143--1-121223217Unweighted total
171--*-331*53218Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Fairly Dissatisfied
-%45%-%-%-%-%-%-%-%-%-%-%-%3%

Neither Satisfied Nor
1*------1----1Dissatisfied
7%10%-%-%-%-%-%-%100%-%-%-%-%7%

7-----3--*2*27Fairly Satisfied
40%-%-%-%-%-%100%-%-%44%45%5%90%38%

1*-----*-*--*1Very Satisfied
3%44%-%-%-%-%-%7%-%56%-%-%10%6%

Have not Contacted / Not
Applicable (DO NOT READ

9---*--2--33-9OUT)
49%-%-%-%100%-%-%93%-%-%55%95%-%46%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*----3*-*2*28NET: Satisfied
44%44%-%-%-%-%100%7%-%100%45%5%100%44%

-*-----------*NET: Dissatisfied
-%45%-%-%-%-%-%-%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
125713310215--7-17Unweighted total
1091*1*17429--3-18Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Fairly Dissatisfied
5%-%-%-%-%-%3%-%-%5%-%-%-%-%3%

Neither Satisfied Nor
1-*--*11----*-1Dissatisfied

14%-%9%-%-%24%7%34%-%-%-%-%4%-%7%

52*-**72-3--2-7Fairly Satisfied
46%28%28%-%31%35%39%66%-%29%-%-%67%-%38%

1*1****--*--1-1Very Satisfied
8%3%49%100%39%41%3%-%-%2%-%-%23%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

36*-*-8-25--*-9OUT)
26%69%14%-%31%-%49%-%100%63%-%-%6%-%46%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

531***72-3--3-8NET: Satisfied
55%31%77%100%69%76%41%66%-%31%-%-%90%-%44%

*-----*--*----*NET: Dissatisfied
5%-%-%-%-%-%3%-%-%5%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2231441241125431217Unweighted total
-*33*36115211714*418Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----*--*---*-*Fairly Dissatisfied
-%-%16%-%-%-%-%4%-%-%4%-%-%-%100%-%3%

Neither Satisfied Nor
----*1-*1-*1*---1Dissatisfied
-%-%-%-%100%40%-%1%27%-%1%18%18%-%-%-%7%

-*3---432234*--27Fairly Satisfied
-%49%84%-%-%-%72%24%38%100%24%59%54%-%-%60%38%

-*-*-1-1--1--*--1Very Satisfied
-%51%-%7%-%21%-%9%-%-%9%-%-%11%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

---3-1272-72*4-29OUT)
-%-%-%93%-%39%28%61%35%-%61%23%28%89%-%40%46%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*3*-1442244**-28NET: Satisfied
-%100%84%7%-%21%72%34%38%100%34%59%54%11%-%60%44%

--*----*--*---*-*NET: Dissatisfied
-%-%16%-%-%-%-%4%-%-%4%-%-%-%100%-%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
116-98895123617Unweighted total
315-1271089*21718Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*--*--*Fairly Dissatisfied
-%3%-%-%7%-%6%-%-%27%-%-%3%

Neither Satisfied Nor
-1-*1*1---*11Dissatisfied
-%9%-%1%19%1%15%-%-%-%21%17%7%

-7-43343---47Fairly Satisfied
-%45%-%38%38%25%54%29%-%-%-%60%38%

-1-*11***-*-1Very Satisfied
-%7%-%2%12%7%4%5%100%-%79%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

35-72726-1-29OUT)
100%36%-%59%24%67%20%65%-%73%-%22%46%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-53353*-*48NET: Satisfied
-%52%-%40%50%32%59%35%100%-%79%60%44%

-*--*-*--*--*NET: Dissatisfied
-%3%-%-%7%-%6%-%-%27%-%-%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1183

The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
816133-14121081716151664717Unweighted total
415134-1410771815141566618Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*********--*Fairly Dissatisfied
-%3%4%-%-%3%5%7%7%3%3%3%3%8%-%-%3%

Neither Satisfied Nor
111--111-11*11-*1Dissatisfied

36%9%10%-%-%10%14%20%-%7%9%1%9%21%-%2%7%

-742-543-77773237Fairly Satisfied
-%45%33%57%-%32%43%40%-%38%45%50%45%41%28%44%38%

111*-111111111**1Very Satisfied
27%7%8%4%-%6%8%13%9%6%7%7%7%10%4%3%6%

Have not Contacted / Not
Applicable (DO NOT READ

1562-731595551439OUT)
37%36%46%39%-%49%30%21%84%46%36%39%36%20%68%51%46%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1853-554188883238NET: Satisfied
27%52%41%61%-%38%51%52%9%44%52%57%52%51%32%47%44%

-**--*********--*NET: Dissatisfied
-%3%4%-%-%3%5%7%7%3%3%3%3%8%-%-%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1184

The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
49491712-17171717171411101517Unweighted total
511271814-1818181818112271518Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--***--******--*-*Fairly Dissatisfied
-%-%22%7%3%-%-%3%3%3%3%3%4%-%-%7%-%3%

Neither Satisfied Nor
-1-*1*-111111--*11Dissatisfied
-%13%-%2%7%1%-%7%7%7%7%7%12%-%-%2%9%7%

-7-577-7777752-377Fairly Satisfied
-%64%-%76%38%49%-%38%38%38%38%38%40%100%-%38%47%38%

1**111-111111--111Very Satisfied
12%2%10%12%6%6%-%6%6%6%6%6%9%-%-%12%7%6%

Have not Contacted / Not
Applicable (DO NOT READ

521*96-999994-2359OUT)
88%22%67%3%46%44%-%46%46%46%46%46%34%-%100%43%37%46%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

17*688-8888862-488NET: Satisfied
12%65%10%89%44%55%-%44%44%44%44%44%50%100%-%49%54%44%

--***--******--*-*NET: Dissatisfied
-%-%22%7%3%-%-%3%3%3%3%3%4%-%-%7%-%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 124  (continuation)                                                                                                                                                                      Page 1185

The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
134124-10116512103317Unweighted total
162133-9*18711112318Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-**--*Fairly Dissatisfied
-%23%-%19%-%-%-%3%-%4%4%-%-%3%

Neither Satisfied Nor
*11--*-1-11--1Dissatisfied
1%61%11%-%-%1%-%8%-%12%12%-%-%7%

7*52-3-7434-37Fairly Satisfied
41%16%40%72%-%30%-%38%63%23%38%-%94%38%

1-1*-1*1*1*1-1Very Satisfied
6%-%6%9%-%7%100%5%3%8%4%34%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

9-5--5-92651*9OUT)
52%-%43%-%-%62%-%47%35%53%42%66%6%46%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*62-3*8535138NET: Satisfied
47%16%47%81%-%37%100%43%65%30%42%34%94%44%

-*-*---*-**--*NET: Dissatisfied
-%23%-%19%-%-%-%3%-%4%4%-%-%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
742411117Unweighted total
563411418Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

*----**Fairly Dissatisfied
9%-%-%-%-%3%3%

Neither Satisfied Nor
*1--1-1Dissatisfied
2%21%-%-%100%-%7%

2*32-47Fairly Satisfied
35%3%92%56%-%31%38%

*-*1-11Very Satisfied
4%-%8%15%-%6%6%

Have not Contacted / Not
Applicable (DO NOT READ

35-1-89OUT)
50%77%-%29%-%59%46%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

2*33-58NET: Satisfied
39%3%100%71%-%37%44%

*----**NET: Dissatisfied
9%-%-%-%-%3%3%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A2  Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL on the following
aspects.)
Base: All of the respondents who have contacted DHL with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12212-32-12-1317Unweighted total

71*1-23-**-*29Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Fairly Dissatisfied
-%-%-%50%-%-%-%-%-%-%-%-%-%5%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-*--12-----26Fairly Satisfied
79%-%100%-%-%89%93%-%-%-%-%-%81%66%

11-*-----*-**2Very Satisfied
8%100%-%50%-%-%-%-%-%50%-%100%10%18%

Have not Contacted / Not
Applicable (DO NOT READ

1-----*-**--*1OUT)
11%-%-%-%-%-%7%-%100%50%-%-%10%9%

Don't Know / (DO NOT
*----*-------*READ OUT)
2%-%-%-%-%11%-%-%-%-%-%-%-%2%

61**-12--*-*27NET: Satisfied
86%100%100%50%-%89%93%-%-%50%-%100%90%84%

---*---------*NET: Dissatisfied
-%-%-%50%-%-%-%-%-%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
6111014577-2-15117Unweighted total
452*1173-1-*319Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-----*-*Fairly Dissatisfied
-%9%-%-%-%-%7%-%-%-%-%-%16%-%5%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23*-*-63-*--216Fairly Satisfied
61%70%10%-%23%-%80%75%-%70%-%-%55%100%66%

1*1-**1*-*-*1-2Very Satisfied
29%9%36%-%24%56%13%3%-%30%-%100%23%-%18%

Have not Contacted / Not
Applicable (DO NOT READ

**1***-1----*-1OUT)
10%8%44%100%54%23%-%17%-%-%-%-%6%-%9%

Don't Know / (DO NOT
-**--*-*------*READ OUT)
-%3%10%-%-%20%-%5%-%-%-%-%-%-%2%

441-**73-1-*217NET: Satisfied
90%79%46%-%46%56%93%78%-%100%-%100%78%100%84%

-*----*-----*-*NET: Dissatisfied
-%9%-%-%-%-%7%-%-%-%-%-%16%-%5%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-413243143-143262317Unweighted total
-1*1*2481-81*2129Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*--*---*-*Fairly Dissatisfied
-%46%-%-%-%-%-%6%-%-%6%-%-%-%73%-%5%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1-146--6--1-26Fairly Satisfied
-%-%-%76%-%60%90%73%-%-%73%-%-%60%-%81%66%

-******11-11*1**2Very Satisfied
-%18%100%24%33%23%10%12%79%-%12%79%50%25%27%19%18%

Have not Contacted / Not
Applicable (DO NOT READ

-*--**-1--1-**--1OUT)
-%37%-%-%67%9%-%10%-%-%10%-%50%8%-%-%9%

Don't Know / (DO NOT
-----*--*--*-*--*READ OUT)
-%-%-%-%-%8%-%-%21%-%-%21%-%7%-%-%2%

-**1*2471-71*2*27NET: Satisfied
-%18%100%100%33%83%100%85%79%-%85%79%50%85%27%100%84%

-*-----*--*---*-*NET: Dissatisfied
-%46%-%-%-%-%-%6%-%-%6%-%-%-%73%-%5%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
215-125891-37617Unweighted total
18-8172*-1449Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*---*-*Fairly Dissatisfied
-%6%-%-%39%-%22%-%-%-%12%-%5%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*5-6-6---*336Fairly Satisfied
46%68%-%76%-%87%-%-%-%41%68%74%66%

*1-1**1--1*12Very Satisfied
54%14%-%16%31%7%52%-%-%59%9%17%18%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1****--**1OUT)
-%10%-%8%15%6%18%100%-%-%11%5%9%

Don't Know / (DO NOT
-*--*-*----**READ OUT)
-%2%-%-%14%-%8%-%-%-%-%4%2%

16-7*61--1337NET: Satisfied
100%82%-%92%31%94%52%-%-%100%77%91%84%

-*--*-*---*-*NET: Dissatisfied
-%6%-%-%39%-%22%-%-%-%12%-%5%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1017142-15161281616141645817Unweighted total

498*-885397471349Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--********-*-*Fairly Dissatisfied
-%5%6%-%-%5%6%9%17%5%6%11%6%-%14%-%5%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

265--66316424*336Fairly Satisfied
50%66%67%-%-%69%70%64%45%67%59%42%59%32%78%67%66%

221--211122121*12Very Satisfied
40%18%16%-%-%19%13%21%23%18%22%26%22%50%8%16%18%

Have not Contacted / Not
Applicable (DO NOT READ

*11*-*1**1111*-11OUT)
10%9%10%100%-%4%9%7%15%9%11%18%11%18%-%13%9%

Don't Know / (DO NOT
-**--**---***--**READ OUT)
-%2%2%-%-%2%2%-%-%-%2%4%2%-%-%4%2%

477--774276361337NET: Satisfied
90%84%83%-%-%88%83%85%68%86%81%68%81%82%86%83%84%

-**--********-*-*NET: Dissatisfied
-%5%6%-%-%5%6%9%17%5%6%11%6%-%14%-%5%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
359101710-17151714171013101317Unweighted total
*17495-98969521659Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-*--*****--**-*Fairly Dissatisfied
-%-%6%-%5%-%-%5%5%5%8%5%-%-%57%8%-%5%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--6263-6663642-436Fairly Satisfied
-%-%79%46%66%63%-%66%67%66%46%66%71%100%-%65%59%66%

**1121-222221-*112Very Satisfied
64%18%15%39%18%25%-%18%19%18%28%18%14%-%43%20%22%18%

Have not Contacted / Not
Applicable (DO NOT READ

-1-111-111111--*11OUT)
-%82%-%15%9%11%-%9%9%9%14%9%14%-%-%7%15%9%

Don't Know / (DO NOT
*---*--*-***----**READ OUT)

36%-%-%-%2%-%-%2%-%2%3%2%-%-%-%-%3%2%

**7375-7774752*547NET: Satisfied
64%18%94%85%84%89%-%84%85%84%75%84%86%100%43%85%81%84%

--*-*--*****--**-*NET: Dissatisfied
-%-%6%-%5%-%-%5%5%5%8%5%-%-%57%8%-%5%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
61196111-1751265617Unweighted total
3644*7-9262169Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**--*Fairly Dissatisfied
-%8%-%12%-%6%-%5%-%7%29%-%-%5%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2432-5-6241-56Fairly Satisfied
62%68%73%63%-%73%-%66%67%66%36%-%88%66%

11*1-1-211-112Very Satisfied
25%15%9%20%-%15%-%18%26%15%-%67%12%18%

Have not Contacted / Not
Applicable (DO NOT READ

*11***-1*1**-1OUT)
7%10%14%5%100%5%-%9%7%10%23%33%-%9%

Don't Know / (DO NOT
*-*----*-**--*READ OUT)
6%-%4%-%-%-%-%2%-%3%11%-%-%2%

2533-6-7251167NET: Satisfied
87%83%82%83%-%89%-%84%93%81%36%67%100%84%

-*-*-*-*-**--*NET: Dissatisfied
-%8%-%12%-%6%-%5%-%7%29%-%-%5%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
94411417Unweighted total
422*89Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

--**-*Fairly Dissatisfied
-%-%19%100%-%5%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

321-66Fairly Satisfied
64%83%53%-%73%66%

1-1-12Very Satisfied
23%-%27%-%15%18%

Have not Contacted / Not
Applicable (DO NOT READ

**--11OUT)
9%17%-%-%10%9%

Don't Know / (DO NOT
*---**READ OUT)
4%-%-%-%2%2%

322-77NET: Satisfied
87%83%81%-%88%84%

--**-*NET: Dissatisfied
-%-%19%100%-%5%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A3  Thinking about contacting TNT with a service query, request or complaint, and your experiences in the last six months, please rate TNT on the following
aspects.)
Base: All of the respondents who have contacted TNT with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41-----11---25Unweighted total
6*-----21---26Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-----------22Dissatisfied

30%-%-%-%-%-%-%-%-%-%-%-%90%27%

*-----------**Fairly Satisfied
3%-%-%-%-%-%-%-%-%-%-%-%10%3%

-*-----------*Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

4------21----4OUT)
67%-%-%-%-%-%-%100%100%-%-%-%-%62%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**----------*1NET: Satisfied
3%100%-%-%-%-%-%-%-%-%-%-%10%11%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
321-1-41-2--2-5Unweighted total
51*-*-62-1--3-6Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-----22------2Dissatisfied

36%-%-%-%-%-%28%100%-%-%-%-%-%-%27%

-**-*----*----*Fairly Satisfied
-%13%100%-%100%-%-%-%-%13%-%-%-%-%3%

*-----*-----*-*Very Satisfied
10%-%-%-%-%-%8%-%-%-%-%-%16%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

21----4--1--2-4OUT)
54%87%-%-%-%-%64%-%-%87%-%-%84%-%62%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***-*-*--*--*-1NET: Satisfied
10%13%100%-%100%-%8%-%-%13%-%-%16%-%11%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-----3132-32-2-15Unweighted total
-----2224-24-1-26Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----2--2--2----2Dissatisfied
-%-%-%-%-%71%-%-%40%-%-%40%-%-%-%-%27%

-----*-*--*--*--*Fairly Satisfied
-%-%-%-%-%8%-%10%-%-%10%-%-%29%-%-%3%

-----*-*--*--*--*Very Satisfied
-%-%-%-%-%20%-%24%-%-%24%-%-%71%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

------212-12---24OUT)
-%-%-%-%-%-%100%66%60%-%66%60%-%-%-%100%62%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----1-1--1--1--1NET: Satisfied
-%-%-%-%-%29%-%34%-%-%34%-%-%100%-%-%11%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
23-3223111-25Unweighted total
24-4224*1*-46Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--2-2----22Dissatisfied
-%38%-%-%90%-%38%-%-%-%-%40%27%

-*--*-**----*Fairly Satisfied
-%4%-%-%10%-%4%100%-%-%-%-%3%

*--*-*---*--*Very Satisfied
27%-%-%11%-%27%-%-%-%100%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

12-4-12-1--24OUT)
73%57%-%89%-%73%57%-%100%-%-%60%62%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*****-*--1NET: Satisfied
27%4%-%11%10%27%4%100%-%100%-%-%11%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 126  (continuation)                                                                                                                                                                      Page 1199

The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2441-443154342125Unweighted total
2542-464*65251236Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2222--2--2222-2-2Dissatisfied

78%35%46%100%-%-%30%-%-%27%35%71%35%-%100%-%27%

-**--**-******--*Fairly Satisfied
-%4%5%-%-%4%3%-%100%3%4%8%4%13%-%-%3%

***--*-*-****--**Very Satisfied
22%10%13%-%-%11%-%11%-%8%10%20%10%-%-%16%8%

Have not Contacted / Not
Applicable (DO NOT READ

-21--444-42-21-24OUT)
-%51%35%-%-%85%67%89%-%62%51%-%51%87%-%84%62%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11--1***1111*-*1NET: Satisfied
22%14%19%-%-%15%3%11%100%11%14%29%14%13%-%16%11%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-14253-5454521-335Unweighted total
-24262-656564*-446Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--2222-222222--222Dissatisfied
-%-%46%78%27%71%-%27%35%27%35%27%40%-%-%38%38%27%

--*-**-*****-*-***Fairly Satisfied
-%-%5%-%3%8%-%3%4%3%4%3%-%100%-%4%4%3%

--****-*****-----*Very Satisfied
-%-%13%22%8%20%-%8%10%8%10%8%-%-%-%-%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

-21-4--424242--224OUT)
-%100%35%-%62%-%-%62%51%62%51%62%60%-%-%57%57%62%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1*11-11111-*-**1NET: Satisfied
-%-%19%22%11%29%-%11%14%11%14%11%-%100%-%4%4%11%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
233--2-532-145Unweighted total
244--2-633-*66Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22--2-22---22Dissatisfied
-%38%38%-%-%90%-%27%53%-%-%-%30%27%

-**--*-**---**Fairly Satisfied
-%4%4%-%-%10%-%3%6%-%-%-%3%3%

*------*-*-*-*Very Satisfied
27%-%-%-%-%-%-%8%-%16%-%100%-%8%

Have not Contacted / Not
Applicable (DO NOT READ

122----412--44OUT)
73%57%57%-%-%-%-%62%41%84%-%-%67%62%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-1**-**1NET: Satisfied
27%4%4%-%-%10%-%11%6%16%-%100%3%11%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1211135Unweighted total
*3*2246Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--2-2Dissatisfied
-%56%-%-%100%-%27%

--*---*Fairly Satisfied
-%-%100%-%-%-%3%

*----**Very Satisfied
100%-%-%-%-%11%8%

Have not Contacted / Not
Applicable (DO NOT READ

-1-2-44OUT)
-%44%-%100%-%89%62%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

*-*--*1NET: Satisfied
100%-%100%-%-%11%11%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A4  Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate UK Mail on the
following aspects.)
Base: All of the respondents who have contacted UK Mail with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
141212312113-118Unweighted total
19*1*14*3**8-221Weighted total

2------2-----2Very Dissatisfied
13%-%-%-%-%-%-%93%-%-%-%-%-%12%

2----2-------2Fairly Dissatisfied
9%-%-%-%-%37%-%-%-%-%-%-%-%8%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---1-*--*---2Fairly Satisfied
9%-%-%-%88%-%100%-%-%100%-%-%-%8%

4*---1-*--2--4Very Satisfied
21%100%-%-%-%28%-%7%-%-%31%-%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

9-***2--*-5-210OUT)
49%-%50%100%12%35%-%-%100%-%69%-%100%49%

Don't Know / (DO NOT
--*----------*READ OUT)
-%-%50%-%-%-%-%-%-%-%-%-%-%2%

6*--11**-*2--6NET: Satisfied
30%100%-%-%88%28%100%7%-%100%31%-%-%29%

4----2-2-----4NET: Dissatisfied
22%-%-%-%-%37%-%93%-%-%-%-%-%20%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
8105131133-10--5-18Unweighted total
5161*1*202-12--6-21Weighted total

-2----2-----2-2Very Dissatisfied
-%15%-%-%-%-%12%-%-%-%-%-%40%-%12%

2-----2-----2-2Fairly Dissatisfied
36%-%-%-%-%-%8%-%-%-%-%-%28%-%8%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**-**1--*--1-2Fairly Satisfied
31%1%40%-%36%100%6%-%-%3%-%-%21%-%8%

14**--4--4--*-4Very Satisfied
14%23%19%100%-%-%21%-%-%31%-%-%8%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

*10*-*-102-8--*-10OUT)
9%60%41%-%64%-%49%100%-%62%-%-%3%-%49%

Don't Know / (DO NOT
*-----*--*----*READ OUT)

10%-%-%-%-%-%2%-%-%4%-%-%-%-%2%

241***5--4--2-6NET: Satisfied
45%25%59%100%36%100%28%-%-%35%-%-%29%-%29%

22----4-----4-4NET: Dissatisfied
36%15%-%-%-%-%21%-%-%-%-%-%68%-%20%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-3122631341135111618Unweighted total
-1*13941362137***1121Weighted total

----2--2--2----22Very Dissatisfied
-%-%-%-%91%-%-%18%-%-%18%-%-%-%-%22%12%

-----2--2--2----2Fairly Dissatisfied
-%-%-%-%-%18%-%-%28%-%-%22%-%-%-%-%8%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---12--2-----2Fairly Satisfied
-%25%100%-%-%-%30%13%-%-%13%-%-%-%-%-%8%

-*---3131-31-*-44Very Satisfied
-%21%-%-%-%32%30%23%22%-%23%17%-%100%-%35%21%

Have not Contacted / Not
Applicable (DO NOT READ

-*-**4263264*--510OUT)
-%54%-%27%9%49%40%42%50%100%42%61%100%-%-%43%49%

Don't Know / (DO NOT
---*---*--*---*-*READ OUT)
-%-%-%73%-%-%-%4%-%-%4%-%-%-%100%-%2%

-**--3351-51-*-46NET: Satisfied
-%46%100%-%-%32%60%36%22%-%36%17%-%100%-%35%29%

----22-22-22---24NET: Dissatisfied
-%-%-%-%91%18%-%18%28%-%18%22%-%-%-%22%20%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
216-135995242518Unweighted total
417-1561196151821Weighted total

-2-2-2---2--2Very Dissatisfied
-%14%-%16%-%22%-%-%-%51%-%-%12%

-2-2-2---2--2Fairly Dissatisfied
-%10%-%11%-%15%-%-%-%35%-%-%8%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-1**1*--2Fairly Satisfied
-%10%-%11%-%13%2%4%87%4%-%-%8%

*4-23*4-**-44Very Satisfied
13%23%-%12%44%4%41%-%13%10%-%45%21%

Have not Contacted / Not
Applicable (DO NOT READ

37-73555--1410OUT)
87%41%-%46%56%46%52%96%-%-%100%49%49%

Don't Know / (DO NOT
-*-*--*----**READ OUT)
-%3%-%3%-%-%5%-%-%-%-%6%2%

*6-3324*11-46NET: Satisfied
13%32%-%23%44%18%43%4%100%14%-%45%29%

-4-4-4---4--4NET: Dissatisfied
-%24%-%28%-%36%-%-%-%86%-%-%20%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
616153-15141281716141682818Unweighted total
416162-191512418161416731121Weighted total

-2---222-2222-2-2Very Dissatisfied
-%15%-%-%-%13%16%20%-%13%15%17%15%-%93%-%12%

-22--222-22-2--22Fairly Dissatisfied
-%10%10%-%-%9%11%14%-%9%10%-%10%-%-%15%8%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--222*22221*-2Fairly Satisfied
-%10%10%-%-%9%11%14%9%9%10%12%10%21%7%-%8%

3441-343*44443-24Very Satisfied
78%27%27%87%-%15%26%25%4%24%27%32%27%38%-%16%21%

Have not Contacted / Not
Applicable (DO NOT READ

158*-1053385553-710OUT)
22%34%50%13%-%52%36%23%76%42%34%39%34%41%-%65%49%

Don't Know / (DO NOT
-**--*-****-*--**READ OUT)
-%3%3%-%-%2%-%4%11%3%3%-%3%-%-%4%2%

3661-565166664*26NET: Satisfied
78%38%37%87%-%24%37%39%13%33%38%44%38%59%7%16%29%

-42--444-4424-224NET: Dissatisfied
-%26%10%-%-%21%27%34%-%22%26%17%26%-%93%15%20%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
19851815-1818181718151-101218Unweighted total
313562116-2121211921152-101221Weighted total

-2--2--222222--2-2Very Dissatisfied
-%19%-%-%12%-%-%12%12%12%13%12%16%-%-%23%-%12%

-2--22-222222---22Fairly Dissatisfied
-%13%-%-%8%10%-%8%8%8%9%8%11%-%-%-%14%8%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222222--1*2Fairly Satisfied
-%-%34%-%8%10%-%8%8%8%9%8%11%-%-%14%1%8%

-4*344-4444412-344Very Satisfied
-%31%10%54%21%26%-%21%21%21%23%21%10%100%-%25%34%21%

Have not Contacted / Not
Applicable (DO NOT READ

3433108-1010108107--3510OUT)
100%33%57%46%49%51%-%49%49%49%44%49%48%-%-%32%46%49%

Don't Know / (DO NOT
-*--**-******--***READ OUT)
-%4%-%-%2%3%-%2%2%2%2%2%3%-%-%5%4%2%

-42366-6666632-446NET: Satisfied
-%31%43%54%29%36%-%29%29%29%32%29%21%100%-%40%35%29%

-4--42-444444--224NET: Dissatisfied
-%32%-%-%20%10%-%20%20%20%21%20%28%-%-%23%14%20%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
117133112117612105318Unweighted total
129134215*20812135221Weighted total

-2-2-2-22--2-2Very Dissatisfied
-%28%-%58%-%16%-%12%28%-%-%46%-%12%

-22-2--2-22--2Fairly Dissatisfied
-%19%13%-%100%-%-%8%-%14%12%-%-%8%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*1-1-2*11-*2Fairly Satisfied
1%17%3%31%-%10%-%8%3%12%11%-%11%8%

224--4*4414*-4Very Satisfied
16%28%30%-%-%27%100%20%44%5%29%9%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

10*7*-6-102862210OUT)
83%3%51%11%-%43%-%49%25%65%44%45%89%49%

Don't Know / (DO NOT
-**--*-*-**--*READ OUT)
-%5%4%-%-%3%-%2%-%4%4%-%-%2%

2441-5*6425**6NET: Satisfied
17%45%33%31%-%37%100%29%46%17%40%9%11%29%

-42222-42222-4NET: Dissatisfied
-%47%13%58%100%16%-%20%28%14%12%46%-%20%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
933311618Unweighted total
842621821Weighted total

2---2-2Very Dissatisfied
30%-%-%-%100%-%12%

2----22Fairly Dissatisfied
21%-%-%-%-%9%8%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

-1*--22Fairly Satisfied
-%32%11%-%-%9%8%

1--4-44Very Satisfied
8%-%-%60%-%24%21%

Have not Contacted / Not
Applicable (DO NOT READ

3322-1010OUT)
35%68%89%40%-%55%49%

Don't Know / (DO NOT
*----**READ OUT)
6%-%-%-%-%3%2%

11*4-66NET: Satisfied
8%32%11%60%-%33%29%

4---224NET: Dissatisfied
51%-%-%-%100%9%20%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A5  Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS on the following
aspects.)
Base: All of the respondents who have contacted UPS with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2--1-----1-1-3Unweighted total
1--*-----*-1-2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--*-------1-1Fairly Satisfied
88%-%-%100%-%-%-%-%-%-%-%100%-%89%

*--------*---*Very Satisfied
12%-%-%-%-%-%-%-%-%100%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--*-----*-1-2NET: Satisfied
100%-%-%100%-%-%-%-%-%100%-%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122--211----1-3Unweighted total
*1*--*1*----*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*--*1*------1Fairly Satisfied
-%100%43%-%-%43%100%100%-%-%-%-%-%-%89%

*-*--*------*-*Very Satisfied
100%-%57%-%-%57%-%-%-%-%-%-%100%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*--*1*----*-2NET: Satisfied
100%100%100%-%-%100%100%100%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
---1-2-3--3-1-23Unweighted total
---*-1-2--2-1-*2Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----1-1--1-1-*1Fairly Satisfied
-%-%-%-%-%100%-%89%-%-%89%-%100%-%43%89%

---*---*--*---**Very Satisfied
-%-%-%100%-%-%-%11%-%-%11%-%-%-%57%11%

Have not Contacted / Not
Applicable (DO NOT READ

----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-1-2--2-1-*2NET: Satisfied
-%-%-%100%-%100%-%100%-%-%100%-%100%-%100%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-2121-11-13Unweighted total
-2-1*1*-*1-*2Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1*1*--1-*1Fairly Satisfied
-%89%-%88%100%88%100%-%-%100%-%100%89%

-*-*-*--*---*Very Satisfied
-%11%-%12%-%12%-%-%100%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-1*1*-*1-*2NET: Satisfied
-%100%-%100%100%100%100%-%100%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
132--3222233321-3Unweighted total
121--211112221*-2Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111--111111111--1Fairly Satisfied
100%89%88%-%-%89%88%88%88%88%89%89%89%100%-%-%89%

-**--********-*-*Very Satisfied
-%11%12%-%-%11%12%12%12%12%11%11%11%-%100%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

121--211112221*-2NET: Satisfied
100%100%100%-%-%100%100%100%100%100%100%100%100%100%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-12-32-333333--133Unweighted total
-*1-21-222222--122Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-11-111111--111Fairly Satisfied
-%-%100%-%89%100%-%89%89%89%89%89%89%-%-%100%89%89%

-*--*--******---**Very Satisfied
-%100%-%-%11%-%-%11%11%11%11%11%11%-%-%-%11%11%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1-21-222222--122NET: Satisfied
-%100%100%-%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
213--3-31212-3Unweighted total
1*2--2-2*1*1-2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1-1*1-1-1Fairly Satisfied
100%-%89%-%-%89%-%89%100%88%-%100%-%89%

-**--*-*-**--*Very Satisfied
-%100%11%-%-%11%-%11%-%12%100%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*2--2-2*1*1-2NET: Satisfied
100%100%100%-%-%100%-%100%100%100%100%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
11-1-23Unweighted total
**-1-12Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
-------Dissatisfied
-%-%-%-%-%-%-%

-*-1-11Fairly Satisfied
-%100%-%100%-%88%89%

*----**Very Satisfied
100%-%-%-%-%12%11%

Have not Contacted / Not
Applicable (DO NOT READ

-------OUT)
-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

**-1-12NET: Satisfied
100%100%-%100%-%100%100%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A6  Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate Yodel on the
following aspects.)
Base: All of the respondents who have contacted Yodel with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9232111131--116Unweighted total

14111122241--117Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly Dissatisfied
-%-%35%-%-%-%-%-%-%-%-%-%-%3%

Neither Satisfied Nor
1-------1----1Dissatisfied

10%-%-%-%-%-%-%-%36%-%-%-%-%8%

1--11--------2Fairly Satisfied
9%-%-%100%100%-%-%-%-%-%-%-%-%12%

4**---2-1----5Very Satisfied
26%46%30%-%-%-%100%-%32%-%-%-%-%26%

Have not Contacted / Not
Applicable (DO NOT READ

8**--2-211--19OUT)
55%54%34%-%-%100%-%100%32%100%-%-%100%50%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5**11-2-1----7NET: Satisfied
35%46%30%100%100%-%100%-%32%-%-%-%-%38%

--*----------*NET: Dissatisfied
-%-%35%-%-%-%-%-%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
106----164-51-5116Unweighted total
126----174-6*-7*17Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*------**Fairly Dissatisfied
4%-%-%-%-%-%3%-%-%-%-%-%-%100%3%

Neither Satisfied Nor
-1----1--1----1Dissatisfied
-%25%-%-%-%-%8%-%-%24%-%-%-%-%8%

2*----2*----2-2Fairly Satisfied
14%8%-%-%-%-%12%11%-%-%-%-%26%-%12%

4*----5--**-4-5Very Satisfied
35%7%-%-%-%-%26%-%-%7%100%-%55%-%26%

Have not Contacted / Not
Applicable (DO NOT READ

53----93-4--1-9OUT)
46%59%-%-%-%-%50%89%-%69%-%-%19%-%50%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

61----7*-**-5-7NET: Satisfied
50%15%-%-%-%-%38%11%-%7%100%-%81%-%38%

*-----*------**NET: Dissatisfied
4%-%-%-%-%-%3%-%-%-%-%-%-%100%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--2-3471132115--2916Unweighted total
--2-33101232125--21017Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*--*---**Fairly Dissatisfied
-%-%-%-%-%18%-%-%14%-%-%9%-%-%-%5%3%

Neither Satisfied Nor
------11--1-----1Dissatisfied
-%-%-%-%-%-%14%12%-%-%12%-%-%-%-%-%8%

-----112--2----*2Fairly Satisfied
-%-%-%-%-%33%13%18%-%-%18%-%-%-%-%5%12%

-----134**41---45Very Satisfied
-%-%-%-%-%49%32%31%12%20%31%15%-%-%-%40%26%

Have not Contacted / Not
Applicable (DO NOT READ

--2-3-452254--259OUT)
-%-%100%-%100%-%41%39%73%80%39%76%-%-%100%51%50%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----256**61---57NET: Satisfied
-%-%-%-%-%82%45%49%12%20%49%15%-%-%-%44%38%

-----*--*--*---**NET: Dissatisfied
-%-%-%-%-%18%-%-%14%-%-%9%-%-%-%5%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
115-79412331-816Unweighted total
*17-71041354*-717Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*-----*Fairly Dissatisfied
-%3%-%-%5%-%4%-%-%-%-%-%3%

Neither Satisfied Nor
-1-1--11----1Dissatisfied
-%8%-%20%-%-%11%28%-%-%-%-%8%

-2-2*11-1--12Fairly Satisfied
-%13%-%23%5%30%7%-%33%-%-%12%12%

*4-232321--15Very Satisfied
100%24%-%23%28%40%22%48%34%-%-%11%26%

Have not Contacted / Not
Applicable (DO NOT READ

-9-361811*-69OUT)
-%52%-%34%62%30%57%24%33%100%-%78%50%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*6-333423--27NET: Satisfied
100%37%-%46%33%70%28%48%67%-%-%22%38%

-*--*-*-----*NET: Dissatisfied
-%3%-%-%5%-%4%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
31383-121211513141012111416Unweighted total
31293-141211615141110132217Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----*-*-*-*--**Fairly Dissatisfied
-%4%-%-%-%-%4%-%8%-%3%-%5%-%-%27%3%

Neither Satisfied Nor
--1--111-111-1--1Dissatisfied
-%-%16%-%-%11%12%13%-%9%11%13%-%11%-%-%8%

-22--222-22222--2Fairly Satisfied
-%18%19%-%-%16%18%19%-%14%16%16%22%16%-%-%12%

*32*-4*4-43314-15Very Satisfied
14%27%19%12%-%31%3%37%-%27%24%27%8%28%-%46%26%

Have not Contacted / Not
Applicable (DO NOT READ

3643-6836765662*9OUT)
86%52%46%88%-%43%63%31%92%49%47%44%65%45%100%26%50%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*53*-636-65536-17NET: Satisfied
14%44%38%12%-%46%21%56%-%41%39%42%30%44%-%46%38%

-*----*-*-*-*--**NET: Dissatisfied
-%4%-%-%-%-%4%-%8%-%3%-%5%-%-%27%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
18751611-161516131612136816Unweighted total
*9861714-171717141713145817Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--******--*-*Fairly Dissatisfied
-%5%-%-%3%-%-%3%3%3%3%3%4%-%-%9%-%3%

Neither Satisfied Nor
--1-11-11111-11--1Dissatisfied
-%-%18%-%8%10%-%8%8%8%10%8%-%100%34%-%-%8%

*-2*22-222222-*212Fairly Satisfied
100%-%22%8%12%15%-%12%13%12%15%12%14%-%9%32%10%12%

-22-54-545352-2-35Very Satisfied
-%23%31%-%26%29%-%26%24%26%20%26%13%-%57%-%34%26%

Have not Contacted / Not
Applicable (DO NOT READ

-72597-999799--359OUT)
-%72%28%92%50%46%-%50%52%50%51%50%69%-%-%58%55%50%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*24*76-767573-3247NET: Satisfied
100%23%54%8%38%44%-%38%37%38%36%38%27%-%66%32%45%38%

-*--*--******--*-*NET: Dissatisfied
-%5%-%-%3%-%-%3%3%3%3%3%4%-%-%9%-%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
106114-12-16610103316Unweighted total
116134-15-1798103417Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**---**Fairly Dissatisfied
4%-%4%-%-%3%-%3%5%-%-%-%11%3%

Neither Satisfied Nor
-1-1-1-1-1--11Dissatisfied
-%22%-%32%-%10%-%8%-%17%-%-%33%8%

*211-2-2-22*-2Fairly Satisfied
4%27%7%29%-%12%-%12%-%26%17%16%-%12%

234--4-5412-25Very Satisfied
16%44%33%-%-%28%-%26%41%10%21%-%56%26%

Have not Contacted / Not
Applicable (DO NOT READ

8*72-7-95463-9OUT)
76%7%56%39%-%47%-%50%54%47%62%84%-%50%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2551-6-7434*27NET: Satisfied
19%71%40%29%-%40%-%38%41%36%38%16%56%38%

*-*--*-**---**NET: Dissatisfied
4%-%4%-%-%3%-%3%5%-%-%-%11%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A7  Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please rate Parcelforce on
the following aspects.)
Base: All of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
6244-1516Unweighted total
7335-1717Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

*----**Fairly Dissatisfied
7%-%-%-%-%3%3%

Neither Satisfied Nor
--1--11Dissatisfied
-%-%54%-%-%8%8%

*1*--22Fairly Satisfied
7%50%15%-%-%13%12%

--14-45Very Satisfied
-%-%30%69%-%24%26%

Have not Contacted / Not
Applicable (DO NOT READ

61-2-99OUT)
86%50%-%31%-%52%50%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

*114-67NET: Satisfied
7%50%46%69%-%37%38%

*----**NET: Dissatisfied
7%-%-%-%-%3%3%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Parcelforce with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
61---2-111--17Unweighted total

10*---3-311--210Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-----------22Dissatisfied

16%-%-%-%-%-%-%-%-%-%-%-%100%15%

2----2-------2Fairly Satisfied
17%-%-%-%-%51%-%-%-%-%-%-%-%16%

6*---2-31----6Very Satisfied
55%100%-%-%-%49%-%100%100%-%-%-%-%57%

Have not Contacted / Not
Applicable (DO NOT READ

1--------1---1OUT)
13%-%-%-%-%-%-%-%-%100%-%-%-%12%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*---3-31----8NET: Satisfied
72%100%-%-%-%100%-%100%100%-%-%-%-%73%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
43----71-3--3-7Unweighted total
55----103-4--4-10Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-----2-----2-2Dissatisfied

31%-%-%-%-%-%15%-%-%-%-%-%44%-%15%

2-----2--2----2Fairly Satisfied
32%-%-%-%-%-%16%-%-%38%-%-%-%-%16%

24----63-1--2-6Very Satisfied
37%77%-%-%-%-%57%100%-%33%-%-%56%-%57%

Have not Contacted / Not
Applicable (DO NOT READ

-1----1--1----1OUT)
-%23%-%-%-%-%12%-%-%29%-%-%-%-%12%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

44----83-3--2-8NET: Satisfied
69%77%-%-%-%-%73%100%-%71%-%-%56%-%73%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-2434-34-1-47Unweighted total
---1-2737-37-*-710Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------2-2--2---22Dissatisfied
-%-%-%-%-%-%22%-%22%-%-%22%-%-%-%22%15%

------2-2--2---22Fairly Satisfied
-%-%-%-%-%-%23%-%23%-%-%23%-%-%-%24%16%

-----2424-24-*-36Very Satisfied
-%-%-%-%-%100%55%62%55%-%62%55%-%100%-%36%57%

Have not Contacted / Not
Applicable (DO NOT READ

---1---1--1----11OUT)
-%-%-%100%-%-%-%38%-%-%38%-%-%-%-%18%12%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2626-26-*-48NET: Satisfied
-%-%-%-%-%100%78%62%78%-%62%78%-%100%-%60%73%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
16-252511-237Unweighted total
29-3728*2-3610Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2--2-2-----22Dissatisfied

100%-%-%50%-%77%-%-%-%-%-%27%15%

-2--2-2----22Fairly Satisfied
-%19%-%-%23%-%20%-%-%-%-%29%16%

-6-24*6*2-136Very Satisfied
-%67%-%50%60%23%66%100%100%-%53%44%57%

Have not Contacted / Not
Applicable (DO NOT READ

-1--1-1---1-1OUT)
-%14%-%-%17%-%15%-%-%-%47%-%12%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-26*7*2-148NET: Satisfied
-%86%-%50%83%23%85%100%100%-%53%73%73%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
373--737176545117Unweighted total
3104--1031011097663210Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
22---222-22-2--22Dissatisfied

48%15%-%-%-%15%45%15%-%15%18%-%26%-%-%100%15%

-2---2-2-2---2--2Fairly Satisfied
-%16%-%-%-%16%-%16%-%16%-%-%-%26%-%-%16%

*64--6261666533-6Very Satisfied
14%57%100%-%-%57%55%57%100%57%68%83%74%54%100%-%57%

Have not Contacted / Not
Applicable (DO NOT READ

11---1-1-111-1--1OUT)
38%12%-%-%-%12%-%12%-%12%14%17%-%20%-%-%12%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*84--8281866553-8NET: Satisfied
14%73%100%-%-%73%55%73%100%73%68%83%74%80%100%-%73%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
223374-667375-1537Unweighted total
3345106-99103107-27410Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2-222-222-2-----2Dissatisfied
-%50%-%34%15%26%-%18%18%15%-%15%-%-%-%-%-%15%

--2-2--2-2-22--2-2Fairly Satisfied
-%-%38%-%16%-%-%19%-%16%-%16%23%-%-%22%-%16%

321365-466264-2546Very Satisfied
100%50%33%66%57%74%-%50%68%57%60%57%60%-%100%61%100%57%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1--111111--1-1OUT)
-%-%29%-%12%-%-%14%14%12%40%12%17%-%-%17%-%12%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

323385-668286-2648NET: Satisfied
100%50%71%66%73%74%-%68%68%73%60%73%83%-%100%83%100%73%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
4342-4-7432327Unweighted total
5663-7-107434310Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2------22---22Dissatisfied

33%-%-%-%-%-%-%15%23%-%-%-%50%15%

-22--2-2-22--2Fairly Satisfied
-%29%27%-%-%24%-%16%-%47%57%-%-%16%

2442-4-642-426Very Satisfied
40%71%73%55%-%58%-%57%59%53%-%100%50%57%

Have not Contacted / Not
Applicable (DO NOT READ

1--1-1-11-1--1OUT)
27%-%-%45%-%18%-%12%18%-%43%-%-%12%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2662-6-8442428NET: Satisfied
40%100%100%55%-%82%-%73%59%100%57%100%50%73%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
241-77Unweighted total
37*-1010Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
-2--22Dissatisfied
-%22%-%-%15%15%

2---22Fairly Satisfied
57%-%-%-%16%16%

-6*-66Very Satisfied
-%78%100%-%57%57%

Have not Contacted / Not
Applicable (DO NOT READ

1---11OUT)
43%-%-%-%12%12%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

26*-88NET: Satisfied
57%78%100%-%73%73%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A8  Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate Hermes on the
following aspects.)
Base: All of the respondents who have contacted Hermes with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12--1-1-22221213Unweighted total
15--*-2-33*52116Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2----2-------2Dissatisfied

11%-%-%-%-%100%-%-%-%-%-%-%-%11%

3--*----1*-2*4Fairly Satisfied
21%-%-%100%-%-%-%-%47%44%-%100%11%23%

2------*1----2Very Satisfied
11%-%-%-%-%-%-%7%53%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

9------2-*5-19OUT)
58%-%-%-%-%-%-%93%-%56%100%-%89%56%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5--*---*3*-2*5NET: Satisfied
32%-%-%100%-%-%-%7%100%44%-%100%11%34%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
67413-93-5--5-13Unweighted total
791*1-155-8--3-16Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2-----2-----2-2Dissatisfied

24%-%-%-%-%-%11%-%-%-%-%-%62%-%11%

12*-*-31-2--1-4Fairly Satisfied
21%25%45%-%60%-%22%26%-%19%-%-%30%-%23%

*1**--1--2----2Very Satisfied
3%16%25%100%-%-%10%-%-%20%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

45*-*-94-5--*-9OUT)
53%58%30%-%40%-%57%74%-%60%-%-%8%-%56%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

241**-51-3--1-5NET: Satisfied
24%42%70%100%60%-%32%26%-%40%-%-%30%-%34%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2111448418511-613Unweighted total
-**2158582510**-1116Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----2--2--2----2Dissatisfied
-%-%-%-%-%35%-%-%21%-%-%16%-%-%-%-%11%

-**2-*122-22**-24Fairly Satisfied
-%49%100%100%-%10%17%40%19%-%40%15%100%100%-%19%23%

-*----12--2-----2Very Satisfied
-%51%-%-%-%-%19%31%-%-%31%-%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

----13515217---99OUT)
-%-%-%-%100%56%64%28%60%100%28%69%-%-%-%81%56%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**2-*342-42**-25NET: Satisfied
-%100%100%100%-%10%36%72%19%-%72%15%100%100%-%19%34%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-13-85493212513Unweighted total
-16-885113*22916Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2-2-2---2--2Dissatisfied
-%11%-%21%-%35%-%-%-%100%-%-%11%

-4-3*22**-224Fairly Satisfied
-%23%-%41%6%33%19%6%47%-%88%19%23%

-2-1*-21*---2Very Satisfied
-%10%-%19%2%-%15%50%53%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-9-17171--*79OUT)
-%56%-%19%92%31%66%44%-%-%12%81%56%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-51242*-225NET: Satisfied
-%34%-%60%8%33%34%56%100%-%88%19%34%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
510123-1098612119963413Unweighted total
211134-121076131210953816Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22--222-22-2--22Dissatisfied
-%16%12%-%-%14%16%24%-%12%14%-%18%-%-%21%11%

2241-222*42212*14Fairly Satisfied
80%22%28%33%-%20%23%34%6%28%20%19%9%43%6%16%23%

**2*-121*222*2--2Very Satisfied
9%2%12%5%-%12%15%21%3%12%14%16%2%32%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

*662-651566661359OUT)
11%60%48%62%-%54%46%21%91%48%53%64%71%25%94%62%56%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2351-444154414*15NET: Satisfied
89%24%40%38%-%32%38%55%9%40%33%36%11%75%6%16%34%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 131  (continuation)                                                                                                                                                                      Page 1240

The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
184101311-131313131311216913Unweighted total
*124121614-161616161612416916Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--22-222222---22Dissatisfied
-%14%-%-%11%12%-%11%11%11%11%11%14%-%-%-%18%11%

*12444-444444--214Fairly Satisfied
100%12%55%30%23%26%-%23%23%23%23%23%31%-%-%33%9%23%

-*1*21-22222*11**2Very Satisfied
-%2%39%1%10%10%-%10%10%10%10%10%2%37%100%3%2%10%

Have not Contacted / Not
Applicable (DO NOT READ

-9*997-9999962-469OUT)
-%72%6%69%56%53%-%56%56%56%56%56%53%63%-%64%71%56%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*23455-55555411215NET: Satisfied
100%14%94%31%34%36%-%34%34%34%34%34%33%37%100%36%11%34%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
76853811221183213Unweighted total

10512339*16313113216Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-22-2--2-22--2Dissatisfied
-%30%13%-%53%-%-%11%-%13%15%-%-%11%

122211-4*312*4Fairly Satisfied
13%43%16%49%47%7%-%24%7%27%13%62%11%23%

*1*1-2*1-2*-12Very Satisfied
2%26%1%44%-%19%100%9%-%12%2%-%89%10%

Have not Contacted / Not
Applicable (DO NOT READ

9-9*-6-92671-9OUT)
86%-%69%7%-%74%-%56%93%48%70%38%-%56%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

142312*5*52225NET: Satisfied
14%70%18%93%47%26%100%33%7%39%15%62%100%34%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
5134-1113Unweighted total
5*37-1216Weighted total

-------Very Dissatisfied
-%-%-%-%-%-%-%

-------Fairly Dissatisfied
-%-%-%-%-%-%-%

Neither Satisfied Nor
2----22Dissatisfied

34%-%-%-%-%14%11%

1*21-24Fairly Satisfied
13%100%48%17%-%18%23%

*-1--22Very Satisfied
4%-%45%-%-%14%10%

Have not Contacted / Not
Applicable (DO NOT READ

2-*6-69OUT)
49%-%7%83%-%54%56%

Don't Know / (DO NOT
-------READ OUT)
-%-%-%-%-%-%-%

1*31-45NET: Satisfied
17%100%93%17%-%32%34%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A9  Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate FedEx on the
following aspects.)
Base: All of the respondents who have contacted FedEx with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
8-1111111--3-10Unweighted total
7-**11**1--3-8Weighted total

---*---------*Very Dissatisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%5%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*----------*-*Dissatisfied
3%-%-%-%-%-%-%-%-%-%-%7%-%2%

3-----*-1--1-3Fairly Satisfied
40%-%-%-%-%-%100%-%100%-%-%47%-%35%

1-*--1-------2Very Satisfied
18%-%100%-%-%100%-%-%-%-%-%-%-%22%

Have not Contacted / Not
Applicable (DO NOT READ

1------*---1-1OUT)
21%-%-%-%-%-%-%100%-%-%-%47%-%19%

Don't Know / (DO NOT
1---1--------1READ OUT)

19%-%-%-%100%-%-%-%-%-%-%-%-%17%

4-*--1*-1--1-4NET: Satisfied
58%-%100%-%-%100%100%-%100%-%-%47%-%57%

---*---------*NET: Dissatisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
463-1274-4----10Unweighted total
171-**72-3----8Weighted total

*-----**------*Very Dissatisfied
44%-%-%-%-%-%6%20%-%-%-%-%-%-%5%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*--*-*------*Dissatisfied

20%-%36%-%-%53%-%9%-%-%-%-%-%-%2%

*3*--*31-*----3Fairly Satisfied
18%38%32%-%-%47%36%63%-%5%-%-%-%-%35%

-2----2--2----2Very Satisfied
-%25%-%-%-%-%23%-%-%53%-%-%-%-%22%

Have not Contacted / Not
Applicable (DO NOT READ

*1*-*-1*------1OUT)
18%19%32%-%100%-%18%8%-%-%-%-%-%-%19%

Don't Know / (DO NOT
-1----1--1----1READ OUT)
-%19%-%-%-%-%18%-%-%41%-%-%-%-%17%

*4*--*41-2----4NET: Satisfied
18%62%32%-%-%47%59%63%-%59%-%-%-%-%57%

*-----**------*NET: Dissatisfied
44%-%-%-%-%-%6%20%-%-%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-22472173-21410Unweighted total
-**-12443144-1*48Weighted total

-----*-*--*-----*Very Dissatisfied
-%-%-%-%-%24%-%10%-%-%10%-%-%-%-%-%5%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----*--*--*----**Dissatisfied
-%-%-%-%13%-%-%5%-%-%5%-%-%-%-%5%2%

--*-1-11-111---13Fairly Satisfied
-%-%100%-%88%-%30%38%-%100%38%33%-%-%-%31%35%

------2*1-*1--*12Very Satisfied
-%-%-%-%-%-%40%11%49%-%11%33%-%-%100%31%22%

Have not Contacted / Not
Applicable (DO NOT READ

-*---1-1--1--1--1OUT)
-%100%-%-%-%76%-%37%-%-%37%-%-%100%-%-%19%

Don't Know / (DO NOT
------1-1--1---11READ OUT)
-%-%-%-%-%-%31%-%51%-%-%34%-%-%-%32%17%

--*-1-321123--*34NET: Satisfied
-%-%100%-%88%-%69%48%49%100%48%66%-%-%100%63%57%

-----*-*--*-----*NET: Dissatisfied
-%-%-%-%-%24%-%10%-%-%10%-%-%-%-%-%5%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 132  (continuation)                                                                                                                                                                      Page 1246

The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-10-64461-21610Unweighted total
-8-53431-1*58Weighted total

-*-*--*----**Very Dissatisfied
-%5%-%8%-%-%12%-%-%-%-%9%5%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*-*----**Dissatisfied
-%2%-%-%6%-%5%-%-%-%-%4%2%

-3-11111-*-13Fairly Satisfied
-%35%-%30%43%30%41%100%-%12%-%28%35%

-2-2-*1---*12Very Satisfied
-%22%-%35%-%10%37%-%-%-%100%28%22%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1*1*--1-*1OUT)
-%19%-%26%6%30%5%-%-%88%-%4%19%

Don't Know / (DO NOT
-1--11-----11READ OUT)
-%17%-%-%45%30%-%-%-%-%-%28%17%

-4-31231-**34NET: Satisfied
-%57%-%65%43%40%78%100%-%12%100%55%57%

-*-*--*----**NET: Dissatisfied
-%5%-%8%-%-%12%-%-%-%-%9%5%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 132  (continuation)                                                                                                                                                                      Page 1247

The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
11073-7854101091042410Unweighted total
1863-564288683*48Weighted total

-*---***-*****--*Very Dissatisfied
-%5%-%-%-%8%6%9%-%5%5%6%5%12%-%-%5%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-***--*--****--**Dissatisfied
-%2%3%7%-%-%3%-%-%2%2%3%2%-%-%5%2%

-31--313*33131*13Fairly Satisfied
-%35%25%-%-%55%23%62%8%35%35%23%35%38%50%31%35%

-221-*2-*2222*-12Very Satisfied
-%22%28%46%-%8%27%-%21%22%22%26%22%12%-%31%22%

Have not Contacted / Not
Applicable (DO NOT READ

111--111111111*-1OUT)
100%19%21%-%-%29%20%29%71%19%19%22%19%37%50%-%19%

Don't Know / (DO NOT
-111--1--1111--11READ OUT)
-%17%22%47%-%-%21%-%-%17%17%20%17%-%-%32%17%

-431-333144342*34NET: Satisfied
-%57%53%46%-%63%50%62%29%57%57%49%57%51%50%63%57%

-*---***-*****--*NET: Dissatisfied
-%5%-%-%-%8%6%9%-%5%5%6%5%12%-%-%5%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 132  (continuation)                                                                                                                                                                      Page 1248

The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
163-109-10101010108-261010Unweighted total
*52-87-888887-1588Weighted total

*---**-*****--****Very Dissatisfied
100%-%-%-%5%6%-%5%5%5%5%5%-%-%69%9%5%5%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--**-*****--****Dissatisfied
-%3%-%-%2%3%-%2%2%2%2%2%-%-%31%4%2%2%

-3*-33-333333--333Fairly Satisfied
-%47%9%-%35%37%-%35%35%35%35%35%38%-%-%56%35%35%

-1*-21-222222---22Very Satisfied
-%23%23%-%22%17%-%22%22%22%22%22%24%-%-%-%22%22%

Have not Contacted / Not
Applicable (DO NOT READ

-*1-11-111111--111OUT)
-%3%68%-%19%20%-%19%19%19%19%19%20%-%-%31%19%19%

Don't Know / (DO NOT
-1--11-111111---11READ OUT)
-%24%-%-%17%18%-%17%17%17%17%17%18%-%-%-%17%17%

-41-44-444444--344NET: Satisfied
-%70%32%-%57%55%-%57%57%57%57%57%62%-%-%56%57%57%

*---**-*****--****NET: Dissatisfied
100%-%-%-%5%6%-%5%5%5%5%5%-%-%69%9%5%5%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
647316-101951410Unweighted total
5353*6-8163138Weighted total

*-*----*-**--*Very Dissatisfied
8%-%8%-%-%-%-%5%-%6%12%-%-%5%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-**--*-*--**Dissatisfied
-%6%-%7%100%-%-%2%-%3%-%-%6%2%

*311-3-3-31-13Fairly Satisfied
3%88%29%46%-%45%-%35%-%42%44%-%41%35%

2-2--2-21*1-*2Very Satisfied
35%-%34%-%-%30%-%22%100%6%39%-%13%22%

Have not Contacted / Not
Applicable (DO NOT READ

1*1--1-1-1*1-1OUT)
26%6%29%-%-%25%-%19%-%22%5%100%-%19%

Don't Know / (DO NOT
1--1---1-1--11READ OUT)

27%-%-%47%-%-%-%17%-%20%-%-%41%17%

2331-4-4133-24NET: Satisfied
38%88%63%46%-%75%-%57%100%49%82%-%54%57%

*-*----*-**--*NET: Dissatisfied
8%-%8%-%-%-%-%5%-%6%12%-%-%5%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 132  (continuation)                                                                                                                                                                      Page 1250

The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
3161910Unweighted total
1*7168Weighted total

-*--**Very Dissatisfied
-%100%-%-%6%5%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
--*-**Dissatisfied
-%-%3%-%3%2%

*-3113Fairly Satisfied
22%-%39%100%22%35%

*-1-22Very Satisfied
55%-%19%-%26%22%

Have not Contacted / Not
Applicable (DO NOT READ

*-1-11OUT)
22%-%19%-%22%19%

Don't Know / (DO NOT
--1-11READ OUT)
-%-%20%-%20%17%

1-4134NET: Satisfied
78%-%58%100%48%57%

-*--**NET: Dissatisfied
-%100%-%-%6%5%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 132  (continuation)                                                                                                                                                                      Page 1251

The staff being polite and courteous (QOP3A10  Thinking about contacting City Link Post with a service query, request or complaint, and your experiences in the last six months, please rate City Link
Post on the following aspects.)
Base: All of the respondents who have contacted City Link Post with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----1------1Unweighted total
*-----*------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-----*------*Dissatisfied

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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 133                                                                                                                                                                                      Page 1252

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
-11--1--1-----1Unweighted total
-**--*--*-----*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**--*--*-----*Dissatisfied
-%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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1253

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
--1----1--1---11Unweighted total
--*----*--*---**Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*----*--*---**Dissatisfied
-%-%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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1254

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--1-1----11Unweighted total
-*--*-*----**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*-*----**Dissatisfied
-%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
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1255

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-1-1--1--11111--1Unweighted total
-*-*--*--*****--*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*--*--*****--*Dissatisfied
-%100%-%100%-%-%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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1256

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-1--1--111111---11Unweighted total
-*--*--******---**Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*--******---**Dissatisfied
-%100%-%-%100%-%-%100%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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1257

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-1-1-1-1-11--1Unweighted total
-*-*-*-*-**--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*-*-*-**--*Dissatisfied
-%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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1258

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*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
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 133  (continuation)                                                                                                                                                                      Page 1259

The staff being polite and courteous (QOP3A11  Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX on the following
aspects.)
Base: All of the respondents who have contacted DX with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-------2Unweighted total
2---*2-------2Weighted total

2----2-------2Very Dissatisfied
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*--------*Fairly Satisfied
10%-%-%-%100%-%-%-%-%-%-%-%-%10%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*--------*NET: Satisfied
10%-%-%-%100%-%-%-%-%-%-%-%-%10%

2----2-------2NET: Dissatisfied
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 134                                                                                                                                                                                      Page 1260

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--111----1-2Unweighted total
2**--*22----*-2Weighted total

2-----22------2Very Dissatisfied
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*------*-*Fairly Satisfied
-%100%100%-%-%100%-%-%-%-%-%-%100%-%10%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*------*-*NET: Satisfied
-%100%100%-%-%100%-%-%-%-%-%-%100%-%10%

2-----22------2NET: Dissatisfied
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1261

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-111-11----2Unweighted total
----*-2*2-*2----2Weighted total

------2-2--2----2Very Dissatisfied
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*--*-----*Fairly Satisfied
-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%-%10%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*--*-----*NET: Satisfied
-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%-%10%

------2-2--2----2NET: Dissatisfied
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1262

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-111---12Unweighted total
-2-2-*2*---22Weighted total

-2-2--2----22Very Dissatisfied
-%90%-%90%-%-%100%-%-%-%-%100%90%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*----*Fairly Satisfied
-%10%-%10%-%100%-%100%-%-%-%-%10%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*----*NET: Satisfied
-%10%-%10%-%100%-%100%-%-%-%-%10%

-2-2--2----22NET: Dissatisfied
-%90%-%90%-%-%100%-%-%-%-%100%90%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1263

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--211-111--2-2Unweighted total
-**--2**-***--2-2Weighted total

-----2--------2-2Very Dissatisfied
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--***-***--*-*Fairly Satisfied
-%100%100%-%-%10%100%100%-%100%100%100%-%-%10%-%10%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--***-***--*-*NET: Satisfied
-%100%100%-%-%10%100%100%-%100%100%100%-%-%10%-%10%

-----2--------2-2NET: Dissatisfied
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1264

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--2-22-222222--1-2Unweighted total
--2-22-222222--*-2Weighted total

--2-22-222222----2Very Dissatisfied
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-******--*-*Fairly Satisfied
-%-%10%-%10%10%-%10%10%10%10%10%10%-%-%100%-%10%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-******--*-*NET: Satisfied
-%-%10%-%10%10%-%10%10%10%10%10%10%-%-%100%-%10%

--2-22-222222----2NET: Dissatisfied
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 134  (continuation)                                                                                                                                                                      Page 1265

The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-2--1-2-2-112Unweighted total
2-2--2-2-2-2*2Weighted total

2-2--2-2-2-2-2Very Dissatisfied
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*----*-*--**Fairly Satisfied
10%-%10%-%-%-%-%10%-%10%-%-%100%10%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*----*-*--**NET: Satisfied
10%-%10%-%-%-%-%10%-%10%-%-%100%10%

2-2--2-2-2-2-2NET: Dissatisfied
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
2---22Weighted total

2---22Very Dissatisfied
90%-%-%-%90%90%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*---**Fairly Satisfied
10%-%-%-%10%10%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
10%-%-%-%10%10%

2---22NET: Dissatisfied
90%-%-%-%90%90%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A14  Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please rate TNT Express on
the following aspects.)
Base: All of the respondents who have contacted TNT Express with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3----1--11---3Unweighted total
2----1--**---2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----1---*---1Very Satisfied
89%-%-%-%-%100%-%-%-%100%-%-%-%89%

Have not Contacted / Not
Applicable (DO NOT READ

*-------*----*OUT)
11%-%-%-%-%-%-%-%100%-%-%-%-%11%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----1---*---1NET: Satisfied
89%-%-%-%-%100%-%-%-%100%-%-%-%89%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122-2-11-1--1-3Unweighted total
*1*-*-1*-1--*-2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-*-1*-1----1Very Satisfied
-%100%56%-%56%-%100%100%-%100%-%-%-%-%89%

Have not Contacted / Not
Applicable (DO NOT READ

*-*-*-------*-*OUT)
100%-%44%-%44%-%-%-%-%-%-%-%100%-%11%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-*-1*-1----1NET: Satisfied
-%100%56%-%56%-%100%100%-%100%-%-%-%-%89%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1--1-112-121--13Unweighted total
-*--*-1*1-*1*--12Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----1*1-*1---11Very Satisfied
-%100%-%-%-%-%100%100%88%-%100%88%-%-%-%100%89%

Have not Contacted / Not
Applicable (DO NOT READ

----*---*--**---*OUT)
-%-%-%-%100%-%-%-%12%-%-%12%100%-%-%-%11%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----1*1-*1---11NET: Satisfied
-%100%-%-%-%-%100%100%88%-%100%88%-%-%-%100%89%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-21-3----33Unweighted total
-2-1*-2----22Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1*-1----11Very Satisfied
-%89%-%88%100%-%89%-%-%-%-%89%89%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*--*----**OUT)
-%11%-%12%-%-%11%-%-%-%-%11%11%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1*-1----11NET: Satisfied
-%89%-%88%100%-%89%-%-%-%-%89%89%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-322-12-133331-23Unweighted total
-211-*1-*2222*-12Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-111-*1-*1111*-11Very Satisfied
-%89%100%88%-%100%88%-%100%89%89%89%89%100%-%88%89%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*--*--****--**OUT)
-%11%-%12%-%-%12%-%-%11%11%11%11%-%-%12%11%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-111-*1-*1111*-11NET: Satisfied
-%89%100%88%-%100%88%-%100%89%89%89%89%100%-%88%89%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21122-333333--133Unweighted total
-1**11-222222--*22Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-111111---11Very Satisfied
-%88%100%100%100%100%-%89%89%89%89%89%89%-%-%-%89%89%

Have not Contacted / Not
Applicable (DO NOT READ

-*-----******--***OUT)
-%12%-%-%-%-%-%11%11%11%11%11%11%-%-%100%11%11%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-111111---11NET: Satisfied
-%88%100%100%100%100%-%89%89%89%89%89%89%-%-%-%89%89%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3-1211-3123--3Unweighted total
2-1**1-21*2--2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1*-1-11*1--1Very Satisfied
89%-%100%56%-%100%-%89%100%56%89%-%-%89%

Have not Contacted / Not
Applicable (DO NOT READ

*--**--*-**--*OUT)
11%-%-%44%100%-%-%11%-%44%11%-%-%11%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1*-1-11*1--1NET: Satisfied
89%-%100%56%-%100%-%89%100%56%89%-%-%89%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
111-33Unweighted total
**1-22Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

------Fairly Satisfied
-%-%-%-%-%-%

-*1-11Very Satisfied
-%100%100%-%89%89%

Have not Contacted / Not
Applicable (DO NOT READ

*---**OUT)
100%-%-%-%11%11%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

-*1-11NET: Satisfied
-%100%100%-%89%89%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QOP3A15  Thinking about contacting TNT Post UK with a service query, request or complaint, and your experiences in the last six months, please rate TNT Post UK on
the following aspects.)
Base: All of the respondents who have contacted TNT Post UK with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
17-3-12321213220Unweighted total
21-1-12551*33*23Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3------3-----3Fairly Dissatisfied
12%-%-%-%-%-%-%51%-%-%-%-%-%11%

Neither Satisfied Nor
2----------2-2Dissatisfied
8%-%-%-%-%-%-%-%-%-%-%48%-%7%

5-*---*2-*-2*5Fairly Satisfied
22%-%32%-%-%-%3%49%-%50%-%52%54%23%

8-1-125--*---9Very Satisfied
38%-%68%-%100%91%97%-%-%50%-%-%-%40%

Have not Contacted / Not
Applicable (DO NOT READ

4----*--1-3-*4OUT)
20%-%-%-%-%9%-%-%100%-%100%-%46%19%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13-1-1252-*-2*14NET: Satisfied
61%-%100%-%100%91%100%49%-%100%-%52%54%63%

3------3-----3NET: Dissatisfied
12%-%-%-%-%-%-%51%-%-%-%-%-%11%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
8127-34136-6-16120Unweighted total
9141-11217-3-29223Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-----3-----3-3Fairly Dissatisfied
28%-%-%-%-%-%12%-%-%-%-%-%27%-%11%

Neither Satisfied Nor
-2----2----2--2Dissatisfied
-%12%-%-%-%-%8%-%-%-%-%100%-%-%7%

*51-*14*-2--2-5Fairly Satisfied
4%35%58%-%37%77%21%5%-%81%-%-%26%-%23%

63*-*-93-*--429Very Satisfied
66%23%17%-%37%-%41%41%-%14%-%-%44%100%40%

Have not Contacted / Not
Applicable (DO NOT READ

*4*-**44-*--*-4OUT)
2%30%24%-%26%23%19%54%-%5%-%-%2%-%19%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

681-*1133-3--7214NET: Satisfied
70%58%76%-%74%77%62%46%-%95%-%-%71%100%63%

3-----3-----3-3NET: Dissatisfied
28%-%-%-%-%-%12%-%-%-%-%-%27%-%11%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-42233413611372311020Unweighted total
-2*24399113913*231423Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----3---3--3--3-3Fairly Dissatisfied
-%-%-%-%59%-%-%-%23%-%-%19%-%-%100%-%11%

Neither Satisfied Nor
---2---2--2--2--2Dissatisfied
-%-%-%80%-%-%-%18%-%-%18%-%-%74%-%-%7%

-***22-14-14-*-55Fairly Satisfied
-%21%51%20%41%80%-%13%37%-%13%30%-%9%-%32%23%

-----1652354-*-89Very Satisfied
-%-%-%-%-%20%72%50%17%100%50%33%-%18%-%58%40%

Have not Contacted / Not
Applicable (DO NOT READ

-2*---323-23*--14OUT)
-%79%49%-%-%-%28%19%23%-%19%19%100%-%-%10%19%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***23666368-1-1314NET: Satisfied
-%21%51%20%41%100%72%63%54%100%63%62%-%26%-%90%63%

----3---3--3--3-3NET: Dissatisfied
-%-%-%-%59%-%-%-%23%-%-%19%-%-%100%-%11%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
317-12871332321020Unweighted total
319-10124183*211723Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3--3-3----33Fairly Dissatisfied
-%13%-%-%20%-%14%-%-%-%-%15%11%

Neither Satisfied Nor
-2--2-2----22Dissatisfied
-%9%-%-%13%-%9%-%-%-%-%10%7%

*5-3215*-1-45Fairly Satisfied
12%25%-%34%14%14%25%14%-%27%-%25%23%

36-72452-2149Very Satisfied
88%31%-%65%20%82%29%86%-%73%100%26%40%

Have not Contacted / Not
Applicable (DO NOT READ

-4-*4*4-*--44OUT)
-%22%-%2%33%4%23%-%100%-%-%24%19%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

311-1044103-21914NET: Satisfied
100%56%-%98%34%96%54%100%-%100%100%51%63%

-3--3-3----33NET: Dissatisfied
-%13%-%-%20%-%14%-%-%-%-%15%11%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
618121-19131591617151585720Unweighted total
3209*-221317615191614841123Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3---333--3-3--33Fairly Dissatisfied
-%13%-%-%-%11%19%15%-%-%13%-%18%-%-%23%11%

Neither Satisfied Nor
-2---2-222222--22Dissatisfied
-%8%-%-%-%7%-%10%28%11%9%10%12%-%-%15%7%

153*-553245551235Fairly Satisfied
21%26%37%100%-%22%38%20%37%25%27%32%36%8%46%26%23%

163--938*86514149Very Satisfied
24%31%30%-%-%40%22%45%4%52%29%32%4%56%16%36%40%

Have not Contacted / Not
Applicable (DO NOT READ

243--4322244431-4OUT)
56%22%33%-%-%19%21%10%30%12%22%26%30%36%38%-%19%

Don't Know / (DO NOT
-----------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1116*-148112111110652714NET: Satisfied
44%57%67%100%-%62%60%66%41%77%56%64%41%64%62%62%63%

-3---333--3-3--33NET: Dissatisfied
-%13%-%-%-%11%19%15%-%-%13%-%18%-%-%23%11%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
281072015-201920172013-481420Unweighted total
481172318-232023182313-781623Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3-3--3-3333---33Fairly Dissatisfied
-%-%24%-%11%-%-%11%-%11%14%11%20%-%-%-%16%11%

Neither Satisfied Nor
-2--22-22222--22-2Dissatisfied
-%20%-%-%7%9%-%7%8%7%9%7%-%-%24%21%-%7%

221153-555552-3435Fairly Satisfied
63%23%8%9%23%19%-%23%26%23%26%23%17%-%39%56%19%23%

-55499-999594-2-69Very Satisfied
-%55%43%67%40%49%-%40%45%40%28%40%29%-%36%-%38%40%

Have not Contacted / Not
Applicable (DO NOT READ

1*3244-444444--244OUT)
37%2%26%24%19%23%-%19%21%19%23%19%34%-%-%22%27%19%

Don't Know / (DO NOT
------------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

26551412-14141410146-54914NET: Satisfied
63%78%50%76%63%68%-%63%71%63%54%63%46%-%76%56%57%63%

--3-3--3-3333---33NET: Dissatisfied
-%-%24%-%11%-%-%11%-%11%14%11%20%-%-%-%16%11%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 136  (continuation)                                                                                                                                                                      Page 1281

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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
61489212-20911112720Unweighted total
518910*14-231211133723Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-33--3-33--3-3Fairly Dissatisfied
-%14%28%-%-%18%-%11%22%-%-%94%-%11%

Neither Satisfied Nor
-22--2-2-22--2Dissatisfied
-%9%18%-%-%12%-%7%-%15%12%-%-%7%

1523*2-5235-*5Fairly Satisfied
12%26%21%28%100%13%-%23%19%27%36%-%6%23%

2733-6-9453-69Very Satisfied
34%42%32%31%-%44%-%40%37%43%21%-%94%40%

Have not Contacted / Not
Applicable (DO NOT READ

32*4-2-4324*-4OUT)
55%9%2%41%-%13%-%19%23%15%31%6%-%19%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21256*8-14788-714NET: Satisfied
45%68%53%59%100%57%-%63%56%70%57%-%100%63%

-33--3-33--3-3NET: Dissatisfied
-%14%28%-%-%18%-%11%22%-%-%94%-%11%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
4124-1620Unweighted total
2156-1623Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

-3---3Fairly Dissatisfied
-%17%-%-%-%11%

Neither Satisfied Nor
2----2Dissatisfied

77%-%-%-%-%7%

*23-35Fairly Satisfied
8%16%48%-%17%23%

-63-99Very Satisfied
-%41%52%-%57%40%

Have not Contacted / Not
Applicable (DO NOT READ

*4--44OUT)
15%26%-%-%26%19%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*96-1214NET: Satisfied
8%57%100%-%74%63%

-3---3NET: Dissatisfied
-%17%-%-%-%11%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (1st) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1---1----125Unweighted total
3-*---2----**3Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*----------*Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%12%

3-----2-----*3Fairly Satisfied
88%-%-%-%-%-%100%-%-%-%-%-%54%78%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-----------**OUT)
5%-%-%-%-%-%-%-%-%-%-%-%46%5%

Don't Know / (DO NOT
*----------*-*READ OUT)
6%-%-%-%-%-%-%-%-%-%-%100%-%5%

3-----2-----*3NET: Satisfied
88%-%-%-%-%-%100%-%-%-%-%-%54%78%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
413-1222-2--1-5Unweighted total
3*1-**3*-3--*-3Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-----*--*----*Dissatisfied

13%-%-%-%-%-%14%-%-%14%-%-%-%-%12%

2**--*2*-2----3Fairly Satisfied
76%100%36%-%-%51%86%51%-%86%-%-%-%-%78%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*-*-*-------*-*OUT)
5%-%30%-%100%-%-%-%-%-%-%-%100%-%5%

Don't Know / (DO NOT
*-*--*-*------*READ OUT)
6%-%34%-%-%49%-%49%-%-%-%-%-%-%5%

2**--*2*-2----3NET: Satisfied
76%100%36%-%-%51%86%51%-%86%-%-%-%-%78%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11132-3211-25Unweighted total
-**-**213-13**-13Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----*--*--*---**Dissatisfied
-%-%-%-%-%100%-%-%14%-%-%14%-%-%-%69%12%

-*----2*2-*2-*--3Fairly Satisfied
-%100%-%-%-%-%100%36%86%-%36%86%-%100%-%-%78%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--*----*--*-*---*OUT)
-%-%100%-%-%-%-%30%-%-%30%-%100%-%-%-%5%

Don't Know / (DO NOT
----*--*--*----**READ OUT)
-%-%-%-%100%-%-%34%-%-%34%-%-%-%-%31%5%

-*----2*2-*2-*--3NET: Satisfied
-%100%-%-%-%-%100%36%86%-%36%86%-%100%-%-%78%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
14-412311-125Unweighted total
*3-3*31**-*33Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*--*-*----*-*Dissatisfied

100%-%-%13%-%14%-%-%-%-%100%-%12%

-3-3-2**---23Fairly Satisfied
-%88%-%82%-%86%36%100%-%-%-%93%78%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*--*-*---*OUT)
-%5%-%5%-%-%30%-%100%-%-%-%5%

Don't Know / (DO NOT
-*--*-*----**READ OUT)
-%6%-%-%100%-%34%-%-%-%-%7%5%

-3-3-2**---23NET: Satisfied
-%88%-%82%-%86%36%100%-%-%-%93%78%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2541-453355452125Unweighted total
*31*-333133133**3Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**--**-*****-*-*Dissatisfied
-%12%44%-%-%13%12%-%54%12%12%44%12%-%100%-%12%

*3*--333*33*32-*3Fairly Satisfied
54%78%20%-%-%82%78%94%25%78%78%20%78%94%-%51%78%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

***--*********--*OUT)
46%5%17%-%-%5%5%6%21%5%5%17%5%6%-%-%5%

Don't Know / (DO NOT
-***--*--****--**READ OUT)
-%5%19%100%-%-%5%-%-%5%5%19%5%-%-%49%5%

*3*--333*33*32-*3NET: Satisfied
54%78%20%-%-%82%78%94%25%78%78%20%78%94%-%51%78%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-41254-555553-1245Unweighted total
-3**33-333333-**33Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*-**-*****-----*Dissatisfied
-%-%100%-%12%13%-%12%12%12%12%12%-%-%-%-%-%12%

-3-*32-333333---33Fairly Satisfied
-%88%-%54%78%76%-%78%78%78%78%78%94%-%-%-%88%78%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-***-******--***OUT)
-%5%-%46%5%5%-%5%5%5%5%5%6%-%-%46%5%5%

Don't Know / (DO NOT
-*--**-*****--****READ OUT)
-%6%-%-%5%6%-%5%5%5%5%5%-%-%100%54%6%5%

-3-*32-333333---33NET: Satisfied
-%88%-%54%78%76%-%78%78%78%78%78%94%-%-%-%88%78%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
231322-5142-35Unweighted total
3121*3-321*-33Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*------*-*--**Dissatisfied

14%-%-%-%-%-%-%12%-%44%-%-%14%12%

2*2**2-32**-23Fairly Satisfied
86%36%100%36%51%94%-%78%100%20%54%-%80%78%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*-*-*-**--*OUT)
-%30%-%30%-%6%-%5%-%17%46%-%-%5%

Don't Know / (DO NOT
-*-**--*-*--**READ OUT)
-%34%-%34%49%-%-%5%-%19%-%-%6%5%

2*2**2-32**-23NET: Satisfied
86%36%100%36%51%94%-%78%100%20%54%-%80%78%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
212-45Unweighted total
1*3-33Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
*----*Dissatisfied

72%-%-%-%-%12%

-*2-33Fairly Satisfied
-%100%93%-%88%78%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*---**OUT)
28%-%-%-%5%5%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%7%-%6%5%

-*2-33NET: Satisfied
-%100%93%-%88%78%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (2nd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--1----------1Unweighted total
--*----------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*NET: Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-----1--1----1Unweighted total
*-----*--*----*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Fairly Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*NET: Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-----1--1-1---11Unweighted total
-----*--*-*---**Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**Fairly Satisfied
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1----1-1Unweighted total
*--*-*----*-*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*Fairly Satisfied
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

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
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--11-11111-1-1Unweighted total
-**--**-*****-*-*Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*Fairly Satisfied
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-11111-----1Unweighted total
--*-**-*****-----*Weighted total

------------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Fairly Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1------1-1--11Unweighted total
*------*-*--**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**Fairly Satisfied
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The staff being polite and courteous (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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
1----1Unweighted total
*----*Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*----*Fairly Satisfied
100%-%-%-%-%100%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*----*NET: Satisfied
100%-%-%-%-%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who have contacted Other (3rd) with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
729107512107792101098Unweighted total
7834351515109258889Weighted total

4--*-2-2-----4Very Dissatisfied
5%-%-%14%-%11%-%23%-%-%-%-%-%5%

4***-2-3-----6Fairly Dissatisfied
5%14%11%16%-%11%-%24%-%-%-%-%-%6%

Neither Satisfied Nor
10**--2*-3--2310Dissatisfied
12%3%10%-%-%11%1%-%29%-%-%22%43%11%

32-1133823126435Fairly Satisfied
41%-%29%53%50%20%51%23%27%44%50%73%53%39%

2732*1773412**32Very Satisfied
34%83%39%16%26%46%48%29%44%56%50%2%5%36%

Don't Know / (DO NOT
2-*-1*-----*-2READ OUT)
2%-%11%-%24%1%-%-%-%-%-%2%-%2%

593324101567256466NET: Satisfied
75%83%68%69%76%66%99%53%71%100%100%75%57%75%

8**1-3-5-----10NET: Dissatisfied
11%14%11%31%-%22%-%47%-%-%-%-%-%11%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 139                                                                                                                                                                                      Page 1300

QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*c*ba*g*fe*d*cb*aSignificance Level: 95%
5246333111965221321233398Unweighted total
474261238320*27*233389Weighted total

22----42----2-4Very Dissatisfied
4%6%-%-%-%-%5%10%-%-%-%-%7%-%5%

5*----6--*--5*6Fairly Dissatisfied
11%1%-%-%-%-%7%-%-%2%-%-%14%14%6%

a

Neither Satisfied Nor
73*--*103*2-23-10Dissatisfied

15%8%8%-%-%15%12%15%100%7%-%78%10%-%11%

16183-12329-12--10135Fairly Satisfied
35%43%48%-%61%48%38%43%-%44%-%-%31%38%39%

15172111306-11**12232Very Satisfied
33%39%38%100%39%26%36%29%-%40%100%22%38%48%36%

Don't Know / (DO NOT
11*--*2*-2----2READ OUT)
1%3%6%-%-%11%2%2%-%6%-%-%-%-%2%

323551226114-23**22366NET: Satisfied
68%82%86%100%100%74%74%72%-%85%100%22%68%86%75%

73----102-*--7*10NET: Dissatisfied
15%7%-%-%-%-%12%10%-%2%-%-%22%14%11%

ee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*aba*d*c*baSignificance Level: 95%
-128910282965294653351663798Unweighted total
-345923434537745431854489Weighted total

----2*232-32---24Very Dissatisfied
-%-%-%-%27%2%4%6%4%-%6%4%-%-%-%5%5%

-**-32-15-15--3*6Fairly Dissatisfied
-%18%12%-%29%9%-%2%13%-%2%11%-%-%77%1%6%

Neither Satisfied Nor
--*2*5347-47*2-210Dissatisfied
-%-%5%32%3%21%7%8%18%-%8%15%14%20%-%5%11%

-1333717191241916*3-1535Fairly Satisfied
-%46%79%49%37%30%40%42%32%56%42%36%64%42%-%34%39%

-1*1*820181131814*312232Very Satisfied
-%37%4%10%1%37%46%41%29%44%41%31%22%35%13%50%36%

Don't Know / (DO NOT
---***111-11-**12READ OUT)
-%-%-%9%2%1%3%1%4%-%1%3%-%2%10%3%2%

-233316373723737291613766NET: Satisfied
-%82%84%59%38%67%86%82%61%100%82%67%86%78%13%85%75%

-**-53246-46--3310NET: Dissatisfied
-%18%12%-%56%11%4%8%17%-%8%15%-%-%77%7%11%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ababa*e*d*c*baSignificance Level: 95%
1187-6137386015915154398Unweighted total

881-563336521461294889Weighted total

-4-4-22--2-24Very Dissatisfied
-%6%-%8%-%7%4%-%-%20%-%4%5%

-6-2424--2*36Fairly Dissatisfied
-%7%-%3%12%5%8%-%-%18%5%5%6%

Neither Satisfied Nor
28-55461-21610Dissatisfied

25%10%-%9%15%10%12%10%-%14%6%14%11%

133-269191653352035Fairly Satisfied
15%41%-%47%26%52%30%37%43%22%52%41%39%

aa

527-181492374331532Very Satisfied
60%34%-%32%42%23%45%52%57%26%37%31%36%

b

Don't Know / (DO NOT
-2-*211----22READ OUT)
-%3%-%1%5%4%2%-%-%-%-%4%2%

660-44222739126683466NET: Satisfied
75%75%-%79%68%75%75%90%100%48%89%72%75%

-10-6446--5*510NET: Dissatisfied
-%12%-%11%12%11%11%-%-%38%5%10%11%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cba*c*bagfedcbac*baSignificance Level: 95%
32917115-827468349090758241223598Unweighted total
18795612-766265148078606438173389Weighted total

-3---433-3333*4-4Very Dissatisfied
-%4%-%-%-%6%5%4%-%3%4%5%4%1%23%-%5%

-63--56513616**56Fairly Dissatisfied
-%7%5%-%-%7%9%8%10%3%7%2%9%1%3%14%6%

bbbc

Neither Satisfied Nor
5972-888210106932510Dissatisfied

25%11%12%17%-%11%14%12%14%13%13%9%13%8%12%15%11%

633244-3128246333023281671135Fairly Satisfied
31%42%42%32%-%40%45%37%44%41%39%38%44%43%40%33%39%

826215-2716254302726171841032Very Satisfied
44%33%37%39%-%36%25%38%28%37%35%43%26%47%22%31%36%

ag

Don't Know / (DO NOT
-221-12**2222--22READ OUT)
-%3%4%12%-%1%3%1%3%2%3%3%3%-%-%6%2%

1459459-584349106357494534112166NET: Satisfied
75%76%80%71%-%76%70%75%73%78%74%82%70%90%62%64%75%

a

-83--10881584815510NET: Dissatisfied
-%11%5%-%-%13%14%12%10%7%11%6%13%2%26%14%11%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cbacba*fedcbac*b*abaSignificance Level: 95%
114344379873-979398869867615466798Unweighted total

84437298971-8784897289581016395689Weighted total

*22-42-444444-*3*4Very Dissatisfied
5%5%4%-%5%3%-%5%5%5%6%5%7%-%3%7%1%5%

-23*62-636665-*146Fairly Dissatisfied
-%5%9%2%6%2%-%6%4%6%8%6%9%-%3%4%7%6%

Neither Satisfied Nor
-733109-1010109105134510Dissatisfied
-%15%9%11%11%12%-%12%12%11%12%11%8%15%21%9%9%11%

31616123528-35333529352643222235Fairly Satisfied
40%35%43%40%39%40%-%40%39%39%41%39%45%44%19%55%39%39%

41513143228-3032322232164892332Very Satisfied
52%35%34%47%36%40%-%35%38%36%31%36%28%41%53%24%41%36%

Don't Know / (DO NOT
*2--22-222222-*122READ OUT)
2%4%-%-%2%3%-%2%2%2%3%2%3%-%1%2%4%2%

73129256657-656466516643811314566NET: Satisfied
92%70%77%87%75%80%-%74%77%75%71%75%73%85%72%79%79%75%

*55*104-1081010109-14510NET: Dissatisfied
5%10%14%2%11%5%-%12%9%11%14%11%16%-%6%11%8%11%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

baba*ba*babac*baSignificance Level: 95%
45535631958395326646183498Unweighted total
34555427659188395038173389Weighted total

2222-4-422*4-4Very Dissatisfied
6%4%4%9%-%7%-%5%6%4%1%23%-%5%

*55123-63333*6Fairly Dissatisfied
1%9%9%3%29%6%-%6%8%5%7%15%1%6%

Neither Satisfied Nor
286225-10375-510Dissatisfied
6%15%12%7%32%8%-%11%8%14%13%-%16%11%

15192113222-3511231741335Fairly Satisfied
45%35%38%48%36%37%-%39%29%47%46%22%40%39%

1319207-2413119131271332Very Satisfied
37%35%37%28%-%41%100%36%49%26%32%40%39%36%

a

Don't Know / (DO NOT
1111**-2-21-12READ OUT)
4%1%1%6%3%1%-%2%-%4%2%-%4%2%

28394020246166313630112666NET: Satisfied
82%70%75%75%36%78%100%75%78%72%78%62%78%75%

387328-105537*10NET: Dissatisfied
7%14%12%13%29%13%-%11%14%9%8%38%1%11%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
2914292657898Unweighted total
199303176989Weighted total

4-*-224Very Dissatisfied
21%-%1%-%34%3%5%

3-3**36Fairly Dissatisfied
14%-%9%1%6%4%6%

Neither Satisfied Nor
253*3510Dissatisfied

10%54%10%1%41%7%11%

7491412635Fairly Satisfied
38%42%32%45%18%38%39%

3*1415-3132Very Satisfied
14%4%48%48%-%45%36%

Don't Know / (DO NOT
1--1-22READ OUT)
3%-%-%5%-%3%2%

104242815766NET: Satisfied
52%46%80%93%18%83%75%

7-3*3510NET: Dissatisfied
35%-%10%1%40%7%11%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QOP3A. ALL PROVIDERS OTHER THAN RM. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The
staff being polite and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



OtherOtherOtherTNT PostTNTDXCity LinkFedExHermesParcelforceYodelUPSUK MailTNTDHL
(3rd)(2nd)(1st)UKExpressPost

*o*n*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1520321101371631851717Unweighted total
*32322*81610172216918Weighted total

----2-*----2---Very Dissatisfied
-%-%-%-%90%-%5%-%-%-%-%12%-%-%-%

--3------*-2-**Fairly Dissatisfied
-%-%11%-%-%-%-%-%-%3%-%8%-%5%3%

Neither Satisfied Nor
-*2--**221--2-1Dissatisfied
-%12%7%-%-%100%2%11%15%8%-%-%27%-%7%

*35-*-342212*67Fairly Satisfied
100%78%23%-%10%-%35%23%16%12%89%8%3%66%38%

--91--2265*4*21Very Satisfied
-%-%40%89%-%-%22%10%57%26%11%21%8%18%6%

Have not Contacted / Not
Applicable (DO NOT READ

-*4*--1919-10419OUT)
-%5%19%11%-%-%19%56%12%50%-%49%62%9%46%

Don't Know / (DO NOT
-*----1----*-*-READ OUT)
-%5%-%-%-%-%17%-%-%-%-%2%-%2%-%

*3141*-458726178NET: Satisfied
100%78%63%89%10%-%57%34%73%38%100%29%11%84%44%

--3-2-*--*-4-**NET: Dissatisfied
-%-%11%-%90%-%5%-%-%3%-%20%-%5%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o

Ofcom; Business Postal Tracker
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QOP3A. SUMMARY. Thinking about contacting [QV4 provider] with a service query, request or complaint, and your experiences in the last six months, please rate [QV4 provider] on The staff being polite
and courteous.)
Base: All of the respondents who have contacted [QV4 provider] with a complaint

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3061111463355238Unweighted total
412***28822136243Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Quite low
-%21%-%-%-%-%-%-%-%-%-%-%-%1%

81--*---1-51-8Neither low nor high
19%29%-%-%100%-%-%-%78%-%39%21%-%19%

211----85*-52222Quite high
53%50%-%-%-%-%100%64%22%-%42%27%90%52%

12-**-2-3-223*12Very high
29%-%100%100%-%100%-%36%-%100%19%52%10%28%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

331**-288*285234NET: High
81%50%100%100%-%100%100%100%22%100%61%79%100%80%

-*-----------*NET: Low
-%21%-%-%-%-%-%-%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2414153482392111-10138Unweighted total
21222*1141153152-6143Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Quite low
2%-%-%-%-%-%1%-%-%3%-%-%-%-%1%

26*-**86-*--*-8Neither low nor high
10%28%12%-%23%9%20%41%-%3%-%-%5%-%19%

1571***225-112-5-22Quite high
72%33%34%39%23%39%53%33%-%75%100%-%85%-%52%

381**111433--1112Very high
17%38%54%61%53%52%26%27%100%19%-%-%10%100%28%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

19162*113293142-5134NET: High
88%72%88%100%77%91%79%59%100%94%100%-%95%100%80%

*-----*--*----*NET: Low
2%-%-%-%-%-%1%-%-%3%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-23451492014420186521038Unweighted total
-*33513161521715281411943Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--*---**Quite low
-%-%-%-%9%-%-%-%2%-%-%1%-%-%-%2%1%

--***3524226*1*28Neither low nor high
-%-%15%6%2%19%32%13%18%37%13%22%32%28%53%13%19%

--3244711931112*3*922Quite high
-%-%85%84%89%28%42%72%42%39%72%42%20%72%47%45%52%

-*-*-74282210*--812Very high
-%100%-%10%-%53%27%15%38%24%15%34%49%-%-%40%28%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*334111113174132113*1634NET: High
-%100%85%94%89%81%68%87%80%63%87%76%68%72%47%85%80%

----*---*--*---**NET: Low
-%-%-%-%9%-%-%-%2%-%-%1%-%-%-%2%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
137-1622102852342238Unweighted total
340-162711329*212843Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Quite low
-%1%-%-%2%-%1%-%-%-%-%1%1%

-8-2727*-2*68Neither low nor high
-%21%-%9%25%15%21%2%-%90%16%22%19%

319-13109148*-*1122Quite high
100%49%-%77%37%82%43%98%42%-%26%41%52%

-12-210*11-***1012Very high
-%30%-%14%36%4%35%-%58%10%58%35%28%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

331-15209258**12134NET: High
100%78%-%91%73%85%78%98%100%10%84%76%80%

-*--*-*----**NET: Low
-%1%-%-%2%-%1%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*ag*f*edcba*c*b*aSignificance Level: 95%
11372816-20311315333734371252138Unweighted total

5402918-2130815324034401482043Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***--*******--**Quite low
-%1%1%2%-%-%1%5%3%1%1%1%1%-%-%2%1%

3862-663268786-38Neither low nor high
53%21%20%14%-%27%19%42%13%18%21%21%21%38%-%13%19%

119139-11123518191719561122Quite high
11%49%44%52%-%50%41%44%36%55%49%50%49%35%78%54%52%

212106-5111781291242612Very high
36%30%35%32%-%23%38%9%48%26%30%28%30%27%22%30%28%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3312315-162441226312731981734NET: High
47%78%79%84%-%73%79%53%84%81%78%78%78%62%100%84%80%

-***--*******--**NET: Low
-%1%1%2%-%-%1%5%3%1%1%1%1%-%-%2%1%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*baSignificance Level: 95%
52211153727-38363838383214273338Unweighted total
72314124332-43404343433325273543Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-******---**Quite low
-%2%-%-%1%1%-%1%1%1%1%1%1%-%-%-%1%1%

-44387-8888862-288Neither low nor high
-%17%32%26%19%21%-%19%20%19%19%19%18%100%-%7%23%19%

312762216-222222222218-2151722Quite high
53%54%49%47%52%50%-%52%55%52%52%52%54%-%34%57%49%52%

3633129-1291212129-310912Very high
47%27%19%26%28%28%-%28%23%28%28%28%27%-%66%36%27%28%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

718993425-343234343427-5252634NET: High
100%81%68%74%80%78%-%80%79%80%80%80%81%-%100%93%76%80%

-*--**-******---**NET: Low
-%2%-%-%1%1%-%1%1%1%1%1%1%-%-%-%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
3442611225137830236838Unweighted total
4122812*27*4313302741043Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*-**--*Quite low
1%-%1%-%-%2%-%1%-%1%2%-%-%1%

7253-2-83671*8Neither low nor high
16%84%19%25%-%6%-%19%19%19%25%33%2%19%

22-136*13-22716102722Quite high
55%-%48%50%62%49%-%52%50%53%38%59%78%52%

12*93*12*124810*212Very high
28%16%32%24%38%44%100%27%31%26%35%8%20%28%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

34*229*25*341124202934NET: High
83%16%80%75%100%93%100%80%81%79%73%67%98%80%

*-*--*-*-**--*NET: Low
1%-%1%-%-%2%-%1%-%1%2%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1886612938Unweighted total
1979813543Weighted total

-------Very low
-%-%-%-%-%-%-%

-*----*Quite low
-%6%-%-%-%-%1%

1134148Neither low nor high
4%18%30%46%100%12%19%

1444*-2022Quite high
74%52%48%6%-%55%52%

4224-1212Very high
22%25%22%48%-%33%28%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

18664-3134NET: High
96%77%70%54%-%88%80%

-*----*NET: Low
-%6%-%-%-%-%1%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
24764-4511314541Unweighted total
17222-353*1*1422Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-*-*---*---2Neither low nor high
3%32%-%26%-%10%-%-%-%31%-%-%-%7%

12*11-35----1314Quite high
73%26%46%48%-%90%100%-%-%-%-%74%90%65%

4*1*---3*****6Very high
23%18%54%26%-%-%-%100%100%69%100%26%5%26%

Don't Know (DO NOT READ
**----------*1OUT)
1%23%-%-%-%-%-%-%-%-%-%-%5%3%

16121-353***1420NET: High
96%44%100%74%-%90%100%100%100%69%100%100%95%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
18232329121812-72114341Unweighted total
11124*22187-2**6422Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111-**1*-*--1-2Neither low nor high
6%8%16%-%21%14%5%5%-%8%-%-%18%-%7%

861**1134-1-*4414Quite high
78%53%31%100%23%26%72%49%-%48%-%100%68%90%65%

142-1143-1*-1-6Very high
13%37%48%-%56%50%21%44%-%44%100%-%14%-%26%

Don't Know (DO NOT READ
***--***-----*1OUT)
4%2%5%-%-%10%2%3%-%-%-%-%-%10%3%

10103*11177-2**5420NET: High
91%90%79%100%79%76%93%93%-%92%100%100%82%90%90%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-45310811261322615673941Unweighted total
-11123141110111111311022Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-**1-1*-1**1*-2Neither low nor high
-%63%-%22%5%20%-%12%2%-%12%2%31%29%45%-%7%

--1-121077-77*21714Quite high
-%-%100%-%46%57%75%67%68%-%67%62%18%61%55%67%65%

-*-111323*24**-36Very high
-%18%-%78%49%23%22%19%31%53%19%32%51%4%-%29%26%

Don't Know (DO NOT READ
-*----**-***-*-*1OUT)
-%19%-%-%-%-%3%2%-%47%2%4%-%7%-%4%3%

-*1123131010*10101211020NET: High
-%18%100%78%95%80%97%86%98%53%86%95%69%65%55%96%90%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 142  (continuation)                                                                                                                                                                      Page 1319

The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
338-241715261-7112041Unweighted total
121-1671210*-251522Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-1111--*1*2Neither low nor high
35%5%-%5%12%6%8%-%-%31%18%1%7%

-14-11477--*31014Quite high
-%69%-%68%57%61%70%-%-%22%69%68%65%

15-4242--1146Very high
65%23%-%26%25%33%17%-%-%48%13%29%26%

Don't Know (DO NOT READ
-1-**-1*---*1OUT)
-%3%-%1%6%-%6%100%-%-%-%3%3%

119-155119--141520NET: High
65%92%-%94%82%94%86%-%-%69%82%96%90%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*bag*f*edcba*c*b*aSignificance Level: 95%
1740264332362616363931387102441Unweighted total

52215112018141020201520351422Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

121--21111222*112Neither low nor high
15%7%10%-%-%8%6%10%7%7%8%11%8%5%13%5%7%

2148**1414118121381334814Quite high
45%64%56%16%22%69%78%77%80%63%62%51%63%77%72%59%65%

b

26411432156561*56Very high
36%26%30%49%78%22%15%12%11%27%28%34%28%18%7%34%26%

Don't Know (DO NOT READ
*11*-****111*-**1OUT)
4%3%4%35%-%1%1%1%2%3%3%4%1%-%8%1%3%

4201311181712918181318341320NET: High
82%90%86%65%100%91%93%89%91%90%89%85%91%95%79%93%90%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*baSignificance Level: 95%
72014174129-41374137413115253241Unweighted total
481052215-22212219221822151522Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1121-21222*-1112Neither low nor high
4%1%13%15%7%5%-%7%6%7%8%7%2%-%39%5%4%7%

33831410-14141412141221101014Quite high
88%35%80%50%65%62%-%65%67%65%62%65%70%100%36%66%63%65%

*51265-656564-*446Very high
7%56%7%32%26%33%-%26%25%26%26%26%25%-%25%26%29%26%

Don't Know (DO NOT READ
-1-*1--111111--*11OUT)
-%7%-%4%3%-%-%3%3%3%3%3%3%-%-%3%4%3%

48942015-20192016201721141420NET: High
96%91%87%81%90%95%-%90%91%90%88%90%95%100%61%92%92%90%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
301127111241401031286741Unweighted total
166165*13*22418131822Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11*1-1-2-211-2Neither low nor high
5%13%3%13%-%6%-%7%-%9%7%48%-%7%

105113-11-142127*714Quite high
61%75%70%66%-%78%-%66%62%65%51%14%99%65%

5141-2*52451*6Very high
32%8%25%17%-%13%100%24%38%23%38%39%1%26%

Don't Know (DO NOT READ
******-1-11--1OUT)
3%3%3%4%100%3%-%3%-%3%5%-%-%3%

155154-12*20416121820NET: High
93%84%95%83%-%91%100%90%100%88%89%52%100%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
144101313741Unweighted total

7267*2122Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

1--**12Neither low nor high
17%-%-%7%100%4%7%

5225-1414Quite high
77%83%37%73%-%68%65%

*-41-56Very high
6%-%60%21%-%26%26%

Don't Know (DO NOT READ
-**--11OUT)
-%17%3%-%-%3%3%

5266-2020NET: High
83%83%97%93%-%93%90%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101--11-32--1211Unweighted total
14*--12-53--2215Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5------21---25Neither low nor high
38%-%-%-%-%-%-%46%50%-%-%-%90%36%

6*--12-3----*6Quite high
40%100%-%-%100%100%-%48%-%-%-%-%10%42%

3------*1--2-3Very high
23%-%-%-%-%-%-%7%50%-%-%100%-%22%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9*--12-31--2*9NET: High
62%100%-%-%100%100%-%54%50%-%-%100%10%64%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
562-2-92-5-13-11Unweighted total
681-1-143-6-24-15Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

41----52-1--2-5Neither low nor high
66%15%-%-%-%-%38%51%-%23%-%-%58%-%36%

*6*-*-6--4-2*-6Quite high
8%67%35%-%35%-%42%-%-%71%-%100%11%-%42%

22*-*-32-*--1-3Very high
26%18%65%-%65%-%20%49%-%6%-%-%31%-%22%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

271-1-92-4-22-9NET: High
34%85%100%-%100%-%62%49%-%77%-%100%42%-%64%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-5474-74121511Unweighted total
---*-5887-87*12915Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2214-14---25Neither low nor high
-%-%-%-%-%31%31%16%59%-%16%59%-%-%-%27%36%

-----2451-51-1246Quite high
-%-%-%-%-%44%49%62%19%-%62%19%-%100%100%42%42%

---*-1222-22*--33Very high
-%-%-%100%-%25%20%21%23%-%21%23%100%-%-%31%22%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-4563-63*1279NET: High
-%-%-%100%-%69%69%84%41%-%84%41%100%100%100%73%64%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
29-7474122-611Unweighted total
213-10596*31-1115Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

14-4214-1--45Neither low nor high
73%32%-%37%35%14%70%-%50%-%-%37%36%

*6-516**-*-56Quite high
27%44%-%46%32%67%3%100%-%57%-%49%42%

-3-2222-1*-23Very high
-%25%-%16%33%19%27%-%50%43%-%14%22%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*9-6382*11-79NET: High
27%68%-%63%65%86%30%100%50%100%-%63%64%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2873-88531086831711Unweighted total
21084-1013841310610321015Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2432-454-54241225Neither low nor high
78%43%38%37%-%36%43%46%-%41%43%30%43%46%100%24%36%

*421-56346424*-66Quite high
22%37%25%29%-%47%45%38%100%47%37%35%37%7%-%58%42%

-232-221-22221-23Very high
-%20%37%35%-%16%12%16%-%13%20%35%20%47%-%19%22%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*653-674486461-89NET: High
22%57%62%63%-%64%57%54%100%59%57%70%57%54%-%76%64%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-742117-1110118116125711Unweighted total
-1142159-151315101511*26915Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-23252-545454--445Neither low nor high
-%22%81%78%36%18%-%36%30%36%43%36%38%-%-%65%45%36%

-51*66-666464*2236Quite high
-%49%19%22%42%68%-%42%46%42%37%42%36%100%82%29%34%42%

-3--31-333233-**23Very high
-%29%-%-%22%14%-%22%24%22%20%22%27%-%18%6%21%22%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-91*97-999697*2259NET: High
-%78%19%22%64%82%-%64%70%64%57%64%62%100%100%35%55%64%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
8372-6-115621811Unweighted total

10494-7-15693*1115Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

144--2-532--55Neither low nor high
12%96%45%-%-%25%-%36%48%28%-%-%47%36%

6*24-2-624-*66Quite high
57%4%20%100%-%27%-%42%30%50%-%100%50%42%

3-3--3-3123-*3Very high
31%-%35%-%-%48%-%22%21%22%100%-%3%22%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9*54-5-9363*69NET: High
88%4%55%100%-%75%-%64%52%72%100%100%53%64%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
13341911Unweighted total
*54521315Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-3-2245Neither low nor high
-%64%-%45%100%29%36%

*231-66Quite high
100%36%64%24%-%46%42%

--22-33Very high
-%-%36%31%-%25%22%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

*243-99NET: High
100%36%100%55%-%71%64%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3024225342244438Unweighted total
4012116672183543Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3---*--2----*3Neither low nor high
7%-%-%-%12%-%-%33%-%-%-%-%4%6%

23**--2651*8-124Quite high
58%50%26%-%-%28%100%65%85%15%98%-%27%55%

12*1113-**1*3315Very high
31%50%74%100%88%47%-%2%15%85%2%100%69%35%

Don't Know (DO NOT READ
2----2-------2OUT)
4%-%-%-%-%25%-%-%-%-%-%-%-%4%

3512115652183439NET: High
89%100%100%100%88%75%100%67%100%100%100%100%96%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
211710244286121--7138Unweighted total
23202*11425227--6343Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2*-**2-----3-3Neither low nor high
2%12%20%-%22%26%6%-%-%-%-%-%41%-%6%

1681***233-18---324Quite high
67%41%30%48%28%24%56%57%-%66%-%-%-%100%55%

781***14129--4-15Very high
31%39%50%52%50%50%34%13%100%34%-%-%59%-%35%

Don't Know (DO NOT READ
-2----22------2OUT)
-%8%-%-%-%-%4%30%-%-%-%-%-%-%4%

23161*11384227--4339NET: High
98%80%80%100%78%74%90%70%100%100%-%-%59%100%90%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-43649112710127111341238Unweighted total
-44441312271522716*331843Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*2--3--3-*--23Neither low nor high
-%-%-%9%59%-%-%10%-%-%10%-%100%-%-%13%6%

-332174177-177-2-1124Quite high
-%83%68%62%31%55%36%63%47%-%63%42%-%79%-%60%55%

-111*4878-78-13515Very high
-%17%32%28%10%33%64%27%53%-%27%48%-%21%100%27%35%

Don't Know (DO NOT READ
-----2---2-2----2OUT)
-%-%-%-%-%12%-%-%-%100%-%10%-%-%-%-%4%

-443211122415-2415-331639NET: High
-%100%100%91%41%88%100%90%100%-%90%90%-%100%100%87%90%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
335-23151721104441438Unweighted total
440-25181924126511843Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-3*3**-2*-3Neither low nor high
-%7%-%10%1%13%1%1%-%51%14%-%6%

321-1113101493*-1024Quite high
83%53%-%43%72%49%60%78%53%4%-%53%55%

115-105782321715Very high
17%37%-%40%27%37%33%20%47%45%86%38%35%

Don't Know (DO NOT READ
-2-2--2----22OUT)
-%4%-%6%-%-%7%-%-%-%-%9%4%

435-21181722126211639NET: High
100%89%-%84%99%87%93%99%100%49%86%91%90%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
1233276129261916333428341771438Unweighted total

8333052353020163635293514121743Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*--333*3333-2*3Neither low nor high
5%8%1%-%-%8%9%14%2%8%8%10%8%-%20%2%6%

417192-201571219171517710724Quite high
54%51%64%38%-%58%50%36%76%54%49%51%49%53%80%39%55%

31210321111104121310136-915Very high
41%36%35%62%100%30%35%50%22%34%39%34%39%47%-%50%35%

Don't Know (DO NOT READ
-2---22--2222--22OUT)
-%5%-%-%-%4%5%-%-%4%4%5%4%-%-%9%4%

7293052312617163231243114101539NET: High
95%87%99%100%100%88%86%86%98%88%88%85%88%100%80%89%90%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*b*aSignificance Level: 95%
22313123727-3836383538341-202738Unweighted total
33010144229-4340434043372-222943Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2**3*-333333--3*3Neither low nor high
6%8%2%3%7%1%-%6%7%6%7%6%7%-%-%13%1%6%

3173132417-2424242324182-151724Quite high
94%58%33%92%57%59%-%55%59%55%59%55%49%100%-%67%58%55%

-9711410-151215121515--41015Very high
-%28%65%6%33%35%-%35%30%35%30%35%39%-%-%20%35%35%

Don't Know (DO NOT READ
-2--22-222222---22OUT)
-%5%-%-%4%5%-%4%4%4%4%4%4%-%-%-%5%4%

32610143727-3936393539332-192739NET: High
94%87%98%97%90%93%-%90%89%90%89%90%88%100%-%87%93%90%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
3172783253351424228738Unweighted total
35930104322411924297543Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2*2-3-33*-3*3Neither low nor high
1%28%1%24%-%9%-%7%14%1%-%36%3%6%

2132011182221014171324Quite high
61%31%66%13%31%58%92%53%53%57%61%18%52%55%

1248639*1569113115Very high
33%42%28%63%69%28%8%36%33%36%39%46%15%35%

Don't Know (DO NOT READ
2-2--2-2-2--22OUT)
5%-%5%-%-%5%-%4%-%6%-%-%30%4%

3362884272371723295439NET: High
94%72%94%76%100%86%100%90%86%93%100%64%67%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
1857813538Unweighted total
16891124143Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

3--*2-3Neither low nor high
16%-%-%2%100%-%6%

6647-2424Quite high
38%79%47%70%-%59%55%

7233-1515Very high
46%21%36%28%-%37%35%

Don't Know (DO NOT READ
--2--22OUT)
-%-%17%-%-%4%4%

138810-3939NET: High
84%100%83%98%-%96%90%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7--211--13-1-9Unweighted total
6--112--*2-1-7Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----------1-1Quite low
20%-%-%-%-%-%-%-%-%-%-%100%-%19%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--*12--**---4Quite high
56%-%-%22%100%100%-%-%100%11%-%-%-%53%

1--*-----1---2Very high
24%-%-%78%-%-%-%-%-%89%-%-%-%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5--112--*2---6NET: High
80%-%-%100%100%100%-%-%100%100%-%-%-%81%

1----------1-1NET: Low
20%-%-%-%-%-%-%-%-%-%-%100%-%19%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
364-1352-31-2-9Unweighted total
341-**6*-3*-2-7Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1-------1Quite low
-%36%-%-%-%-%21%-%-%-%-%-%-%-%19%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3**--*3*-2--2-4Quite high
100%9%68%-%-%100%51%37%-%59%-%-%100%-%53%

-2*-*-2*-1*---2Very high
-%56%32%-%100%-%28%63%-%41%100%-%-%-%29%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

321-**5*-3*-2-6NET: High
100%64%100%-%100%100%79%100%-%100%100%-%100%-%81%

-1----1-------1NET: Low
-%36%-%-%-%-%21%-%-%-%-%-%-%-%19%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-2-3363-6311-59Unweighted total
-*-1-2434-3421-37Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----1-1--1--1--1Quite low
-%-%-%-%-%80%-%39%-%-%39%-%-%100%-%-%19%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*3*3-*32--24Quite high
-%-%-%12%-%20%87%15%87%-%15%87%100%-%-%50%53%

-*-1--*1*-1*---22Very high
-%100%-%88%-%-%13%46%13%-%46%13%-%-%-%50%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-1-*424-242--36NET: High
-%100%-%100%-%20%100%61%100%-%61%100%100%-%-%100%81%

-----1-1--1--1--1NET: Low
-%-%-%-%-%80%-%39%-%-%39%-%-%100%-%-%19%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
18-5454-11259Unweighted total
15-5252-*1147Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1---1--1Quite low
-%24%-%27%-%27%-%-%-%100%-%-%19%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

12-3*3*-*-*34Quite high
100%40%-%73%6%73%6%-%100%-%12%82%53%

-2--2-2---112Very high
-%37%-%-%94%-%94%-%-%-%88%18%29%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

14-3232-*-146NET: High
100%76%-%73%100%73%100%-%100%-%100%100%81%

-1-1-1---1--1NET: Low
-%24%-%27%-%27%-%-%-%100%-%-%19%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2841-854578774149Unweighted total
352*-643355543*47Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111--111111111--1Quite low
50%24%59%-%-%20%34%44%36%24%24%24%31%44%-%-%19%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*--42*22222**34Quite high
-%40%8%-%-%57%54%12%57%38%40%38%52%5%100%87%53%

121*-1*1*22211-*2Very high
50%37%33%100%-%23%13%44%6%38%37%38%17%52%-%13%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

141*-522244432*46NET: High
50%76%41%100%-%80%66%56%64%76%76%76%69%56%100%100%81%

111--111111111--1NET: Low
50%24%59%-%-%20%34%44%36%24%24%24%31%44%-%-%19%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
135295-989897--469Unweighted total
214274-777574--347Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-11-111111--111Quite low
-%-%29%-%19%36%-%19%19%19%24%19%34%-%-%40%32%19%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2142-43424*--*24Quite high
100%43%37%87%53%45%-%53%51%53%40%53%13%-%-%6%50%53%

-*1*21-222222--212Very high
-%57%34%13%29%20%-%29%30%29%37%29%53%-%-%55%18%29%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

213262-656462--236NET: High
100%100%71%100%81%64%-%81%81%81%76%81%66%-%-%60%68%81%

--1-11-111111--111NET: Low
-%-%29%-%19%36%-%19%19%19%24%19%34%-%-%40%32%19%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
815316-9454329Unweighted total
7*2323-7342237Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--1-1-1-1-1Quite low
19%-%57%-%-%36%-%19%-%33%-%80%-%19%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3**22*-422**34Quite high
51%100%22%53%100%14%-%53%58%48%8%20%100%53%

2-*1-2-2112--2Very high
30%-%21%47%-%50%-%29%42%18%92%-%-%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*1322-6332*36NET: High
81%100%43%100%100%64%-%81%100%67%100%20%100%81%

1-1--1-1-1-1-1NET: Low
19%-%57%-%-%36%-%19%-%33%-%80%-%19%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
4221-89Unweighted total
2221-77Weighted total

-------Very low
-%-%-%-%-%-%-%

---1-11Quite low
-%-%-%100%-%19%19%

-------Neither low nor high
-%-%-%-%-%-%-%

*21--34Quite high
17%100%87%-%-%52%53%

2-*--22Very high
83%-%13%-%-%29%29%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

222--56NET: High
100%100%100%-%-%81%81%

---1-11NET: Low
-%-%-%100%-%19%19%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3476534255433552Unweighted total
53322455115485661Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6--1----3-2-17Neither low nor high
12%-%-%41%-%-%-%-%47%-%30%-%21%12%

2321113352133227Quite high
44%71%22%37%32%65%51%49%29%31%38%64%31%44%

2012*3223133-323Very high
37%29%78%22%68%35%49%29%24%69%32%-%49%38%

Don't Know (DO NOT READ
4------3---2-4OUT)
8%-%-%-%-%-%-%23%-%-%-%36%-%7%

4332145593463549NET: High
80%100%100%59%100%100%100%77%53%100%70%64%79%81%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
232961-546141172-12452Unweighted total
27341*-160142241-12661Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

35----74-2--2-7Neither low nor high
9%14%-%-%-%-%12%26%-%7%-%-%14%-%12%

1611*--*263-121-4427Quite high
59%32%45%-%-%55%44%21%-%53%100%-%33%71%44%

9141*-*228-7--6223Very high
32%42%55%100%-%45%37%53%-%30%-%-%53%29%38%

Don't Know (DO NOT READ
-4----4-23----4OUT)
-%12%-%-%-%-%7%-%100%11%-%-%-%-%7%

25251*-14811-191-10649NET: High
91%74%100%100%-%100%81%74%-%82%100%-%86%100%81%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-22171521272052725-352252Unweighted total
-12*41430322273229-353161Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----3125-252---67Neither low nor high
-%-%-%-%58%6%8%15%-%37%15%8%-%-%-%19%12%

--**1913131121313-31927Quite high
-%-%27%100%19%63%45%42%51%31%42%46%-%100%15%29%44%

-11-141311921112--41223Very high
-%100%73%-%24%31%42%36%42%32%36%40%-%-%85%39%38%

Don't Know (DO NOT READ
------232-32---44OUT)
-%-%-%-%-%-%5%8%7%-%8%6%-%-%-%13%7%

-12*21326242142425-352149NET: High
-%100%100%100%42%94%86%77%93%63%77%86%-%100%100%68%81%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*ba*ba*e*d*c*b*aSignificance Level: 95%
349-1537114167362852Unweighted total
556-1842144799353361Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

16-343411-*47Neither low nor high
27%10%-%16%10%22%9%14%14%-%8%13%12%

324-111681951311627Quite high
65%42%-%61%37%57%40%54%14%100%18%48%44%

*22-41932034-41123Very high
9%40%-%23%44%22%42%32%44%-%74%34%38%

Don't Know (DO NOT READ
-4--4-4-3--24OUT)
-%7%-%-%10%-%9%-%28%-%-%5%7%

346-1534113985352849NET: High
73%82%-%84%80%78%82%86%58%100%92%83%81%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*bag*f*edcba*c*b*aSignificance Level: 95%
13452316-34382320434536422491952Unweighted total
13472518-423525215446373926132361Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1634-333166564-37Neither low nor high
10%13%12%21%-%8%10%12%6%11%13%14%15%17%-%13%12%

518137-1920121123201618691227Quite high
39%39%54%39%-%46%58%46%51%42%43%44%46%23%72%52%44%

71876-171011821181414132823Very high
51%40%28%31%-%40%28%42%35%39%41%38%35%51%15%35%38%

Don't Know (DO NOT READ
-422-32-2422232-4OUT)
-%9%7%9%-%6%5%-%8%8%4%4%4%10%13%-%7%

12372013-363022184438303219112049NET: High
90%79%81%70%-%86%86%88%86%81%84%81%81%73%87%87%81%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cba*fedcbac*b*a*baSignificance Level: 95%
102616125137-52495144513947283652Unweighted total
112624136044-615760506041611283961Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-52575-7676732-357Neither low nor high
-%21%7%43%12%10%-%12%10%12%12%12%8%41%-%9%12%12%

910872722-27252727271735151327Quite high
80%39%33%52%44%49%-%44%43%44%53%44%42%52%45%55%33%44%

1111212216-232322132218*491723Very high
5%41%49%5%37%37%-%38%40%37%26%37%44%7%39%31%45%38%

Don't Know (DO NOT READ
2-3-42-444443-2244OUT)

15%-%11%-%7%4%-%7%7%7%8%7%6%-%16%6%11%7%

9211974938-49474940493549243049NET: High
85%79%82%57%81%86%-%81%83%81%80%81%86%59%84%85%77%81%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
466361313744815373112952Unweighted total
5464214*44457154537111261Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*6-*2-7352327Neither low nor high
12%7%14%-%100%4%-%12%17%10%7%27%14%12%

2341410-18225422205227Quite high
43%55%33%68%-%42%44%44%28%49%52%45%17%44%

202185-19221814113823Very high
38%38%43%32%-%44%56%36%56%31%30%29%70%38%

Don't Know (DO NOT READ
4-4--4-4-44--4OUT)
8%-%10%-%-%10%-%7%-%9%11%-%-%7%

4363214-3844613373181149NET: High
80%93%76%100%-%87%100%80%83%81%82%73%86%81%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
1617118-4852Unweighted total
16211211-5661Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

*3-4-47Neither low nor high
3%14%-%34%-%8%12%

81252-2527Quite high
47%56%43%16%-%44%44%

8555-2323Very high
50%23%37%50%-%41%38%

Don't Know (DO NOT READ
-23--44OUT)
-%8%20%-%-%7%7%

1517107-4749NET: High
97%79%80%66%-%85%81%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22231141342-4328Unweighted total
3311**63753-5436Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6----2-3----26Neither low nor high
17%-%-%-%-%27%-%34%-%-%-%-%35%16%

8*----3-11-*39Quite high
24%53%-%-%-%-%100%-%24%49%-%4%65%24%

19*1**4-541-5-21Very high
58%47%100%100%100%73%-%66%76%51%-%96%-%60%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2811**43553-5330NET: High
83%100%100%100%100%73%100%66%100%100%-%100%65%84%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
13153--3256112116128Unweighted total
1818*--*358213129*36Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6-----63-2--2-6Neither low nor high
33%-%-%-%-%-%16%31%-%13%-%-%17%-%16%

35*--*8*-1124-9Quite high
19%29%34%-%-%34%24%2%-%10%100%100%47%-%24%

813*--*216210--3*21Very high
48%71%66%-%-%66%60%67%100%77%-%-%36%100%60%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1218*--*296211127*30NET: High
67%100%100%-%-%100%84%69%100%87%100%100%83%100%84%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--242612111431117-1-1928Unweighted total
--354318121951223-*-2536Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------6-6--6---66Neither low nor high
-%-%-%-%-%-%31%-%31%-%-%25%-%-%-%23%16%

--3111361263-*-69Quite high
-%-%92%27%34%20%16%45%8%36%45%13%-%100%-%25%24%

--*323107123714---1321Very high
-%-%8%73%66%80%53%55%62%64%55%62%-%-%-%52%60%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--354313121351218-*-1930NET: High
-%-%100%100%100%100%69%100%69%100%100%75%-%100%-%77%84%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
325-101872112241828Unweighted total
332-1422729*4142536Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

24-4224----66Neither low nor high
49%13%-%30%8%22%15%-%-%-%-%23%16%

-9--9*8*3-149Quite high
-%27%-%-%39%7%28%100%62%-%28%18%24%

220-912516-2131421Very high
51%61%-%70%54%71%57%-%38%100%72%59%60%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

228-920524*4141930NET: High
51%87%-%70%92%78%85%100%100%100%100%77%84%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
9281591171516826252223154928Unweighted total

1236191122115199343128281771136Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2633-323-64342-46Neither low nor high
13%16%13%23%-%16%11%17%-%17%13%9%14%10%-%36%16%

3924-444179976*39Quite high
25%24%12%39%-%20%24%22%14%21%28%31%26%32%2%25%24%

7211442131012821181617107421Very high
62%60%75%38%100%64%65%62%86%62%59%60%60%59%98%39%60%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10301792171316928272524167730NET: High
87%84%87%77%100%84%89%83%100%83%87%91%86%90%100%64%84%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
31510102816-27242819281824201528Unweighted total
51615143620-34303623362417262136Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-24464-646362-3436Neither low nor high
-%10%28%30%16%20%-%17%14%16%11%16%7%-%36%16%12%16%

*44292-999998*-749Quite high
10%27%26%13%24%9%-%25%29%24%37%24%35%29%-%29%21%24%

410782114-201721122114*4141421Very high
90%63%46%57%60%71%-%58%58%60%53%60%59%71%64%55%67%60%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

51511103016-28263021302314211830NET: High
100%90%72%70%84%80%-%83%86%84%89%84%93%100%64%84%88%84%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
253178217-281414148628Unweighted total
3062210225-36221412121136Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

424--4-6242326Neither low nor high
14%29%19%-%-%17%-%16%7%30%14%20%14%16%

9-44-6-9623249Quite high
29%-%20%40%-%22%-%24%29%16%25%14%34%24%

174136215-2114878621Very high
57%71%61%60%100%61%-%60%63%54%61%66%51%60%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2641810221-3020101110930NET: High
86%71%81%100%100%83%-%84%93%70%86%80%86%84%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
75106-2728Unweighted total
86138-3336Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

2-4--36Neither low nor high
20%-%31%-%-%10%16%

3132-99Quite high
38%20%19%22%-%26%24%

3576-2121Very high
42%80%50%78%-%64%60%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

6698-3030NET: High
80%100%69%100%-%90%84%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
20122-1222343325Unweighted total
26**1-23332102327Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

14***--**1172114Quite high
52%100%51%53%-%-%12%7%47%87%75%91%46%52%

10-**-2321*-*211Very high
38%-%49%47%-%100%88%93%53%13%-%9%54%39%

Don't Know (DO NOT READ
2---------2--2OUT)
9%-%-%-%-%-%-%-%-%-%25%-%-%9%

24**1-2333272325NET: High
91%100%100%100%-%100%100%100%100%100%75%100%100%91%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131210145155111--8-25Unweighted total
11172*11268214--3-27Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3111**113328--1-14Quite high
32%65%71%100%67%69%51%35%100%57%-%-%34%-%52%

73*-**103-6--2-11Very high
68%20%29%-%33%31%39%33%-%43%-%-%66%-%39%

Don't Know (DO NOT READ
-2----22------2OUT)
-%15%-%-%-%-%10%32%-%-%-%-%-%-%9%

11142*11235214--3-25NET: High
100%85%100%100%100%100%90%68%100%100%-%-%100%-%91%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-313351015911510121925Unweighted total
-1*44612141121414*3*1427Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*244487-87*3*714Quite high
-%100%100%37%100%69%32%55%60%-%55%50%100%100%100%51%52%

---3-2664-64---411Very high
-%-%-%63%-%31%49%45%40%-%45%33%-%-%-%31%39%

Don't Know (DO NOT READ
------2--2-2---22OUT)
-%-%-%-%-%-%20%-%-%100%-%18%-%-%-%18%9%

-1*446101411-1411*3*1125NET: High
-%100%100%100%100%100%80%100%100%-%100%82%100%100%100%82%91%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
124-187111455221125Unweighted total
*27-1513101854221427Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-14-6831112-2914Quite high
-%53%-%44%62%33%64%29%44%-%88%65%52%

*10-8274432*311Very high
100%38%-%56%19%67%23%71%56%100%12%17%39%

Don't Know (DO NOT READ
-2--2-2----22OUT)
-%9%-%-%19%-%14%-%-%-%-%17%9%

*25-1510101554221225NET: High
100%91%-%100%81%100%86%100%100%100%100%83%91%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
721205-2016169242219191141025Unweighted total
521244-2316186252219191331127Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

213142-138103121313117*714Quite high
41%63%58%42%-%54%50%57%56%48%59%65%60%57%6%59%52%

3510--118831174563211Very high
59%25%42%-%-%46%50%43%44%42%30%23%27%43%94%19%39%

Don't Know (DO NOT READ
-2-2-----2222--22OUT)
-%12%-%58%-%-%-%-%-%10%11%13%13%-%-%21%9%

518242-231618622201716133925NET: High
100%88%100%42%-%100%100%100%100%90%89%87%87%100%100%79%91%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2158132516-24232523252023141825Unweighted total
11710172722-27262726272243111827Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1103101411-141314141413-181114Quite high
100%61%35%57%52%51%-%53%51%52%56%52%60%-%45%73%61%52%

-465118-1010119119123511Very high
-%25%65%29%39%38%-%38%40%39%34%39%40%37%55%27%25%39%

Don't Know (DO NOT READ
-2-222-22222-2--22OUT)
-%14%-%14%9%11%-%9%10%9%10%9%-%63%-%-%13%9%

11510152519-25232523252213111625NET: High
100%86%100%86%91%89%-%91%90%91%90%91%100%37%100%100%87%91%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
196177317124916146525Unweighted total
225216317*27918166527Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12210419*1441095*14Quite high
55%43%49%69%47%50%100%52%48%54%58%74%4%52%

738229-115642511Very high
34%57%40%31%53%50%-%39%52%32%27%26%96%39%

Don't Know (DO NOT READ
2-2----2-22--2OUT)

11%-%12%-%-%-%-%9%-%13%15%-%-%9%

195196317*25916146525NET: High
89%100%88%100%100%100%100%91%100%87%85%100%100%91%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
11446-2325Unweighted total
12268-2327Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-------Neither low nor high
-%-%-%-%-%-%-%

6225-1314Quite high
49%79%27%69%-%55%52%

6*4--1111Very high
51%21%73%-%-%45%39%

Don't Know (DO NOT READ
---2--2OUT)
-%-%-%31%-%-%9%

12265-2325NET: High
100%100%100%69%-%100%91%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1012112211--3-14Unweighted total

7*1*11**1--3-9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1Quite low
18%-%-%-%-%-%-%-%100%-%-%-%-%14%

*-**---*---*-1Neither low nor high
5%-%50%100%-%-%-%100%-%-%-%7%-%13%

4*--1-*----3-5Quite high
58%100%-%-%100%-%100%-%-%-%-%93%-%52%

1-*--1-------2Very high
17%-%50%-%-%89%-%-%-%-%-%-%-%19%

Don't Know (DO NOT READ
*----*-------*OUT)
2%-%-%-%-%11%-%-%-%-%-%-%-%2%

5**-11*----3-6NET: High
75%100%50%-%100%89%100%-%-%-%-%93%-%71%

1-------1----1NET: Low
18%-%-%-%-%-%-%-%100%-%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
685-1495-5-11-14Unweighted total
271-*182-3-**-9Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1-------1Quite low
-%18%-%-%-%-%16%-%-%-%-%-%-%-%14%

1**-**11-*----1Neither low nor high
42%6%37%-%100%24%10%33%-%13%-%-%-%-%13%

14*--*42-1--*-5Quite high
35%57%46%-%-%56%53%67%-%44%-%-%100%-%52%

*1----2--1-*--2Very high
23%17%-%-%-%-%21%-%-%38%-%100%-%-%19%

Don't Know (DO NOT READ
-**--*---*----*OUT)
-%2%17%-%-%21%-%-%-%5%-%-%-%-%2%

15*--*62-3-**-6NET: High
58%74%46%-%-%56%74%67%-%83%-%100%100%-%71%

-1----1-------1NET: Low
-%18%-%-%-%-%16%-%-%-%-%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-21-22793295121714Unweighted total
-**-12543244*1*59Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1--1--1-----1Quite low
-%-%-%-%88%-%-%29%-%-%29%-%-%-%-%-%14%

-*--***1--1--***1Neither low nor high
-%51%-%-%13%24%8%26%-%-%26%-%-%12%100%4%13%

--*--1322123-1-35Quite high
-%-%100%-%-%76%61%42%55%75%42%63%-%88%-%64%52%

------2-1*-2---22Very high
-%-%-%-%-%-%31%-%45%25%-%37%-%-%-%33%19%

Don't Know (DO NOT READ
-*-----*--*-*---*OUT)
-%49%-%-%-%-%-%4%-%-%4%-%100%-%-%-%2%

--*--1523224-1-56NET: High
-%-%100%-%-%76%92%42%100%100%42%100%-%88%-%96%71%

----1--1--1-----1NET: Low
-%-%-%-%88%-%-%29%-%-%29%-%-%-%-%-%14%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-14-86771122814Unweighted total
-9-63541*1159Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1-1----1Quite low
-%14%-%23%-%24%-%100%-%-%-%-%14%

-1-1**1---*11Neither low nor high
-%13%-%14%11%8%20%-%-%-%47%14%13%

-5-2332--1*35Quite high
-%52%-%33%85%57%46%-%-%100%53%54%52%

-2-2-*1----22Very high
-%19%-%30%-%8%34%-%-%-%-%32%19%

Don't Know (DO NOT READ
-*--**--*---*OUT)
-%2%-%-%5%3%-%-%100%-%-%-%2%

-6-4333--1*46NET: High
-%71%-%63%85%65%80%-%-%100%53%86%71%

-1-1-1-1----1NET: Low
-%14%-%23%-%24%-%100%-%-%-%-%14%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
214115-911661413121352714Unweighted total
2973-675399794*59Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--111-11111--1Quite low
-%14%18%-%-%23%18%27%-%14%15%18%15%37%-%-%14%

-11*-11*111111**1Neither low nor high
-%13%8%5%-%18%14%8%23%13%14%16%14%23%50%4%13%

2532-333154341*35Quite high
100%52%48%46%-%56%44%65%55%52%50%41%50%36%50%64%52%

-222--2-*2222--22Very high
-%19%23%49%-%-%23%-%16%19%20%23%20%-%-%33%19%

Don't Know (DO NOT READ
-**--**-******--*OUT)
-%2%2%-%-%3%2%-%6%2%2%2%2%5%-%-%2%

2653-353266561*56NET: High
100%71%71%95%-%56%66%65%71%71%69%64%69%36%50%96%71%

-11--111-11111--1NET: Low
-%14%18%-%-%23%18%27%-%14%15%18%15%37%-%-%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
19421412-141414141411-291314Unweighted total
*72198-999998-1599Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111--111Quite low
-%20%-%-%14%15%-%14%14%14%14%14%16%-%-%24%15%14%

***-11-111111-1111Neither low nor high
100%5%21%-%13%9%-%13%13%13%13%13%7%-%100%14%14%13%

-31155-555554--345Quite high
-%50%71%100%52%56%-%52%52%52%52%52%54%-%-%59%50%52%

-2--22-222222---22Very high
-%25%-%-%19%20%-%19%19%19%19%19%21%-%-%-%20%19%

Don't Know (DO NOT READ
--*-*--******--***OUT)
-%-%8%-%2%-%-%2%2%2%2%2%2%-%-%3%2%2%

-51166-666666--366NET: High
-%75%71%100%71%76%-%71%71%71%71%71%75%-%-%59%69%71%

-1--11-111111--111NET: Low
-%20%-%-%14%15%-%14%14%14%14%14%16%-%-%24%15%14%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
10411328-1431172514Unweighted total

6363*6-9274149Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--1-1-1--11Quite low
-%45%21%-%-%21%-%14%-%18%-%-%35%14%

1*1**1-1-11-11Neither low nor high
13%12%16%7%41%9%-%13%-%16%14%-%16%13%

3123*3-5*42125Quite high
57%43%34%93%59%47%-%52%16%61%43%89%48%52%

2-2--1-21*2--2Very high
27%-%27%-%-%20%-%19%75%6%42%-%-%19%

Don't Know (DO NOT READ
*-*--*-**--*-*OUT)
3%-%3%-%-%3%-%2%10%-%-%11%-%2%

5143*4-6253126NET: High
84%43%61%93%59%68%-%71%90%66%86%89%48%71%

-11--1-1-1--11NET: Low
-%45%21%-%-%21%-%14%-%18%-%-%35%14%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
52711214Unweighted total
117189Weighted total

------Very low
-%-%-%-%-%-%

--11-1Quite low
-%-%18%100%-%14%

1**-11Neither low nor high
44%60%3%-%15%13%

**4-55Quite high
13%40%61%-%62%52%

*-1-22Very high
31%-%18%-%22%19%

Don't Know (DO NOT READ
*----*OUT)

12%-%-%-%-%2%

1*6-66NET: High
44%40%79%-%85%71%

--11-1NET: Low
-%-%18%100%-%14%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
741---111211-12Unweighted total
72*---*31**2-9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----*-1----1Neither low nor high
22%-%-%-%-%-%100%-%100%-%-%-%-%17%

3**----3-*---4Quite high
51%27%100%-%-%-%-%100%-%100%-%-%-%46%

21--------*2-3Very high
27%73%-%-%-%-%-%-%-%-%100%100%-%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

52*----3-**2-7NET: High
78%100%100%-%-%-%-%100%-%100%100%100%-%83%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
395--57831----12Unweighted total
261--18612----9Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*--*11*-----1Neither low nor high
-%23%23%-%-%23%16%20%36%-%-%-%-%-%17%

13*--*44*-----4Quite high
28%53%56%-%-%56%45%60%31%-%-%-%-%-%46%

21*--*31*2----3Very high
72%24%21%-%-%21%38%20%33%100%-%-%-%-%37%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

251--165*2----7NET: High
100%77%77%-%-%77%84%80%64%100%-%-%-%-%83%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2431-293-93-1-112Unweighted total
-142*-253-53-*-*9Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*1---*1-*1---*1Neither low nor high
-%-%5%68%-%-%-%4%38%-%4%38%-%-%-%100%17%

-*4-*--4--4--*--4Quite high
-%19%95%-%100%-%-%76%-%-%76%-%-%100%-%-%46%

-*-1--212-12----3Very high
-%81%-%32%-%-%100%20%62%-%20%62%-%-%-%-%37%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-141*-252-52-*--7NET: High
-%100%95%32%100%-%100%96%62%-%96%62%-%100%-%-%83%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-12-6648-113412Unweighted total
-9-3527-**429Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11*----*1Neither low nor high
-%17%-%-%27%63%3%-%-%-%-%7%17%

-4-*4*4-*-3*4Quite high
-%46%-%5%73%8%58%-%100%-%88%7%46%

-3-3-13--**23Very high
-%37%-%95%-%29%39%-%-%100%12%86%37%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7-3416-**427NET: High
-%83%-%100%73%37%97%-%100%100%100%93%83%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
21235-410-4812121291212Unweighted total
1923-48-469996*29Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-*--1--*1111--1Neither low nor high
-%17%-%7%-%-%19%-%-%3%17%17%17%23%-%-%17%

*4**-34-334444*-4Quite high
50%46%21%11%-%85%51%-%95%54%46%46%46%61%100%-%46%

*322-12-*33331-23Very high
50%37%79%82%-%15%30%-%5%43%37%37%37%16%-%100%37%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1722-46-467775*27NET: High
100%83%100%93%-%100%81%-%100%97%83%83%83%77%100%100%83%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11012128-121112121211-181012Unweighted total
*8*197-989998-*869Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111--111Neither low nor high
-%18%-%-%17%18%-%17%18%17%17%17%17%-%-%17%22%17%

-4**44-444444-*344Quite high
-%46%100%50%46%56%-%46%49%46%46%46%46%-%100%44%61%46%

*3-*32-333333--313Very high
100%36%-%50%37%26%-%37%33%37%37%37%37%-%-%39%16%37%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*7*176-777777-*657NET: High
100%82%100%100%83%82%-%83%82%83%83%83%83%-%100%83%78%83%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
111931811111110-112Unweighted total

8*81*5*8*88-*9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*1*-*-1-11--1Neither low nor high
15%100%16%35%-%3%-%17%-%18%18%-%-%17%

4-4*-4*4*33-*4Quite high
48%-%47%33%-%72%100%45%100%43%42%-%100%46%

3-3**1-3-33--3Very high
37%-%37%32%100%25%-%37%-%39%40%-%-%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7-7**5*7*76-*7NET: High
85%-%84%65%100%97%100%83%100%82%82%-%100%83%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
65-1-1112Unweighted total
44-*-79Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

1----*1Neither low nor high
34%-%-%-%-%3%17%

13-*-44Quite high
15%76%-%100%-%55%46%

21---33Very high
50%24%-%-%-%43%37%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

34-*-77NET: High
66%100%-%100%-%97%83%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The quality of the mail services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
311---1-1-1--5Unweighted total
4**---3-*-*--4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*-----*-*--1Quite high
15%-%100%-%-%-%-%-%100%-%100%-%-%22%

3*----3------3Very high
85%100%-%-%-%-%100%-%-%-%-%-%-%78%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4**---3-*-*--4NET: High
100%100%100%-%-%-%100%-%100%-%100%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
322--23-1-4---5Unweighted total
411--14-*-4---4Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11--1*---1---1Quite high
12%100%100%-%-%100%12%-%-%-%24%-%-%-%22%

3-----3-*-3---3Very high
88%-%-%-%-%-%88%-%100%-%76%-%-%-%78%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

411--14-*-4---4NET: High
100%100%100%-%-%100%100%-%100%-%100%-%-%-%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 151  (continuation)                                                                                                                                                                      Page 1390

The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--12-2-23-23--115Unweighted total
--*3-1-14-14--*34Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--1-*1-*1--*-1Quite high
-%-%100%-%-%100%-%53%15%-%53%15%-%-%100%-%22%

---3---*3-*3---33Very high
-%-%-%100%-%-%-%47%85%-%47%85%-%-%-%100%78%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*3-1-14-14--*34NET: High
-%-%100%100%-%100%-%100%100%-%100%100%-%-%100%100%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
41-5-5-----25Unweighted total
13-4-4-----14Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1-----11Quite high
70%-%-%22%-%22%-%-%-%-%-%100%22%

*3-3-3------3Very high
30%100%-%78%-%78%-%-%-%-%-%-%78%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

13-4-4-----14NET: High
100%100%-%100%-%100%-%-%-%-%-%100%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-411-141215352125Unweighted total
-4**-*1*1*4441*34Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**-*1***1*1***1Quite high
-%19%100%100%-%100%70%100%53%100%22%5%22%46%100%13%22%

-3----*-*-333*-33Very high
-%81%-%-%-%-%30%-%47%-%78%95%78%54%-%87%78%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4**-*1*1*4441*34NET: High
-%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-32-53-545551---15Unweighted total
-41-44-444443---34Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-11-11111-----1Quite high
-%15%53%-%22%17%-%22%24%22%22%22%-%-%-%-%-%22%

-3*-33-333333---33Very high
-%85%47%-%78%83%-%78%76%78%78%78%100%-%-%-%100%78%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-41-44-444443---34NET: High
-%100%100%-%100%100%-%100%100%100%100%100%100%-%-%-%100%100%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5-1--1-5233115Unweighted total
4-3--3-4144**4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1------1*11*-1Quite high
22%-%-%-%-%-%-%22%46%17%15%100%-%22%

3-3--3-3*33-*3Very high
78%-%100%-%-%100%-%78%54%83%85%-%100%78%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-3--3-4144**4NET: High
100%-%100%-%-%100%-%100%100%100%100%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
12-2-55Unweighted total
*3-1-44Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-------Neither low nor high
-%-%-%-%-%-%-%

*--1-11Quite high
100%-%-%100%-%22%22%

-3---33Very high
-%100%-%-%-%78%78%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

*3-1-44NET: High
100%100%-%100%-%100%100%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 151  (continuation)                                                                                                                                                                      Page 1396

The quality of the mail services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-------2Unweighted total
2---*2-------2Weighted total

2----2-------2Very low
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

*---*--------*Quite low
10%-%-%-%100%-%-%-%-%-%-%-%-%10%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---*2-------2NET: Low
100%-%-%-%100%100%-%-%-%-%-%-%-%100%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 152                                                                                                                                                                                      Page 1397

The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--111----1-2Unweighted total
2**--*22----*-2Weighted total

2-----22------2Very low
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

-**--*------*-*Quite low
-%100%100%-%-%100%-%-%-%-%-%-%100%-%10%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2**--*22----*-2NET: Low
100%100%100%-%-%100%100%100%-%-%-%-%100%-%100%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-111-11----2Unweighted total
----*-2*2-*2----2Weighted total

------2-2--2----2Very low
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

----*--*--*-----*Quite low
-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%-%10%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-2*2-*2----2NET: Low
-%-%-%-%100%-%100%100%100%-%100%100%-%-%-%-%100%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-111---12Unweighted total
-2-2-*2*---22Weighted total

-2-2--2----22Very low
-%90%-%90%-%-%100%-%-%-%-%100%90%

-*-*-*-*----*Quite low
-%10%-%10%-%100%-%100%-%-%-%-%10%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-*2*---22NET: Low
-%100%-%100%-%100%100%100%-%-%-%100%100%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 152  (continuation)                                                                                                                                                                      Page 1400

The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--211-111--2-2Unweighted total
-**--2**-***--2-2Weighted total

-----2--------2-2Very low
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

-**--***-***--*-*Quite low
-%100%100%-%-%10%100%100%-%100%100%100%-%-%10%-%10%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--2**-***--2-2NET: Low
-%100%100%-%-%100%100%100%-%100%100%100%-%-%100%-%100%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--2-22-222222--1-2Unweighted total
--2-22-222222--*-2Weighted total

--2-22-222222----2Very low
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

--*-**-******--*-*Quite low
-%-%10%-%10%10%-%10%10%10%10%10%10%-%-%100%-%10%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222222--*-2NET: Low
-%-%100%-%100%100%-%100%100%100%100%100%100%-%-%100%-%100%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-2--1-2-2-112Unweighted total
2-2--2-2-2-2*2Weighted total

2-2--2-2-2-2-2Very low
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

*-*----*-*--**Quite low
10%-%10%-%-%-%-%10%-%10%-%-%100%10%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-2-2*2NET: Low
100%-%100%-%-%100%-%100%-%100%-%100%100%100%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 152  (continuation)                                                                                                                                                                      Page 1403

The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
2---22Weighted total

2---22Very low
90%-%-%-%90%90%

*---**Quite low
10%-%-%-%10%10%

------Neither low nor high
-%-%-%-%-%-%

------Quite high
-%-%-%-%-%-%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

------NET: High
-%-%-%-%-%-%

2---22NET: Low
100%-%-%-%100%100%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 152  (continuation)                                                                                                                                                                      Page 1404

The quality of the mail services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3----1--11---3Unweighted total
2----1--**---2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*Quite high
11%-%-%-%-%-%-%-%100%-%-%-%-%11%

1----1---*---1Very high
89%-%-%-%-%100%-%-%-%100%-%-%-%89%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----1--**---2NET: High
100%-%-%-%-%100%-%-%100%100%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 153                                                                                                                                                                                      Page 1405

The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122-2-11-1--1-3Unweighted total
*1*-*-1*-1--*-2Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*-*Quite high
100%-%44%-%44%-%-%-%-%-%-%-%100%-%11%

-1*-*-1*-1----1Very high
-%100%56%-%56%-%100%100%-%100%-%-%-%-%89%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*-*-1*-1--*-2NET: High
100%100%100%-%100%-%100%100%-%100%-%-%100%-%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1--1-112-121--13Unweighted total
-*--*-1*1-*1*--12Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--**---*Quite high
-%-%-%-%100%-%-%-%12%-%-%12%100%-%-%-%11%

-*----1*1-*1---11Very high
-%100%-%-%-%-%100%100%88%-%100%88%-%-%-%100%89%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-1*1-*1*--12NET: High
-%100%-%-%100%-%100%100%100%-%100%100%100%-%-%100%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 153  (continuation)                                                                                                                                                                      Page 1407

The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-21-3----33Unweighted total
-2-1*-2----22Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**Quite high
-%11%-%12%-%-%11%-%-%-%-%11%11%

-1-1*-1----11Very high
-%89%-%88%100%-%89%-%-%-%-%89%89%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-1*-2----22NET: High
-%100%-%100%100%-%100%-%-%-%-%100%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-322-12-133331-23Unweighted total
-211-*1-*2222*-12Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--****--**Quite high
-%11%-%12%-%-%12%-%-%11%11%11%11%-%-%12%11%

-111-*1-*1111*-11Very high
-%89%100%88%-%100%88%-%100%89%89%89%89%100%-%88%89%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-211-*1-*2222*-12NET: High
-%100%100%100%-%100%100%-%100%100%100%100%100%100%-%100%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21122-333333--133Unweighted total
-1**11-222222--*22Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----******--***Quite high
-%12%-%-%-%-%-%11%11%11%11%11%11%-%-%100%11%11%

-1**11-111111---11Very high
-%88%100%100%100%100%-%89%89%89%89%89%89%-%-%-%89%89%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-222222--*22NET: High
-%100%100%100%100%100%-%100%100%100%100%100%100%-%-%100%100%100%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3-1211-3123--3Unweighted total
2-1**1-21*2--2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**--*-**--*Quite high
11%-%-%44%100%-%-%11%-%44%11%-%-%11%

1-1*-1-11*1--1Very high
89%-%100%56%-%100%-%89%100%56%89%-%-%89%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-1**1-21*2--2NET: High
100%-%100%100%100%100%-%100%100%100%100%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
111-33Unweighted total
**1-22Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

*---**Quite high
100%-%-%-%11%11%

-*1-11Very high
-%100%100%-%89%89%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

**1-22NET: High
100%100%100%-%100%100%

------NET: Low
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
431011656674345370Unweighted total
612417610165186268Weighted total

*-----------**Very low
*%-%-%-%-%-%-%-%-%-%-%-%10%*%

---*---------*Quite low
-%-%-%10%-%-%-%-%-%-%-%-%-%*%

5------5-----5Neither low nor high
8%-%-%-%-%-%-%32%-%-%-%-%-%7%

24*2*41821*-5226Quite high
39%5%60%8%60%20%74%16%26%66%-%75%82%38%

3021135384*52*34Very high
49%95%40%82%40%78%26%53%74%34%67%25%8%50%

Don't Know (DO NOT READ
3----*----3--3OUT)
4%-%-%-%-%3%-%-%-%-%33%-%-%4%

532417610115156260NET: High
87%100%100%90%100%97%100%68%100%100%67%100%90%88%

*--*--------**NET: Low
*%-%-%10%-%-%-%-%-%-%-%-%10%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

ba*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
343625-61945191252218270Unweighted total
37314-136417*214221368Weighted total

-**--*-*------*Very low
-%1%5%-%-%7%-%1%-%-%-%-%-%-%*%

-**--*-*------*Quite low
-%*%3%-%-%5%-%1%-%-%-%-%-%-%*%

32----5-----5-5Neither low nor high
7%8%-%-%-%-%8%-%-%-%-%-%23%-%7%

15111-*1256-11124126Quite high
40%36%29%-%22%32%39%36%-%55%34%100%16%45%38%

20152-12328*92-13234Very high
53%47%59%-%78%52%50%48%100%44%66%-%60%55%50%

Don't Know (DO NOT READ
-3*--*33-*----3OUT)
-%9%4%-%-%5%4%15%-%1%-%-%-%-%4%

35263-125714*214216360NET: High
93%83%88%-%100%83%88%83%100%99%100%100%77%100%88%

-**--*-*------*NET: Low
-%1%8%-%-%11%-%2%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*aba*d*c*b*aSignificance Level: 95%
-659814244027340303932770Unweighted total
-2188837283552840*733968Weighted total

-*-----*--*--*--*Very low
-%8%-%-%-%-%-%1%-%-%1%-%-%3%-%-%*%

-----*-*--*----**Quite low
-%-%-%-%-%2%-%*%-%-%*%-%-%-%-%*%*%

----32--5--5--325Neither low nor high
-%-%-%-%32%31%-%-%14%-%-%12%-%-%88%6%7%

b

-2*73212121041214-3*1726Quite high
-%74%17%97%38%23%31%44%28%75%44%34%-%45%8%44%38%

-*1*2423151811519*3*1934Very high
-%11%83%3%29%45%62%55%50%25%55%47%65%52%4%50%50%

Don't Know (DO NOT READ
-*----3*3-*3*---3OUT)
-%7%-%-%-%-%7%1%7%-%1%6%35%-%-%-%4%

-2185534282752833*6*3660NET: High
-%84%100%100%68%67%93%98%79%100%98%81%65%97%12%93%88%

a

-*---*-*--*--*-**NET: Low
-%8%-%-%-%2%-%1%-%-%1%-%-%3%-%*%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ab*aba*e*d*c*baSignificance Level: 95%
1554-45243237451273970Unweighted total
1651-43233433421433968Weighted total

-*-*--**----*Very low
-%*%-%*%-%-%1%5%-%-%-%-%*%

-*--*-*----**Quite low
-%*%-%-%1%-%*%-%-%-%-%*%*%

-5-23-5----55Neither low nor high
-%10%-%6%11%-%15%-%-%-%-%13%7%

b

620-161012141-411826Quite high
38%39%-%36%44%36%42%36%-%25%19%46%38%

1023-2582211221131334Very high
62%45%-%58%33%64%34%59%92%75%81%34%50%

a

Don't Know (DO NOT READ
-3--3*3-*--33OUT)
-%5%-%-%11%*%8%-%8%-%-%7%4%

1643-41183425421433160NET: High
100%84%-%94%77%100%76%95%92%100%100%80%88%

a

-*-**-**---**NET: Low
-%1%-%*%1%-%1%5%-%-%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bagfedcba*c*b*aSignificance Level: 95%
206332112545042335864495828162670Unweighted total
1359326*564643235162455425162768Weighted total

***--********--**Very low
1%*%1%-%-%*%*%*%1%*%*%*%*%-%-%1%*%

-*---*----****--*Quite low
-%*%-%-%-%*%-%-%-%-%*%*%*%1%-%-%*%

-52--555-2525--55Neither low nor high
-%8%8%-%-%9%11%12%-%5%8%5%9%-%-%18%7%

e

52542*2220141519241421691226Quite high
39%41%13%30%57%39%42%33%65%37%39%32%40%22%55%43%38%

aabcdfg

827234*2719237293025241771034Very high
60%45%70%70%43%47%41%55%33%57%48%56%45%67%45%38%50%

bee

Don't Know (DO NOT READ
-33--33-**3333--3OUT)
-%5%8%-%-%5%6%-%1%*%4%6%5%11%-%-%4%

1351276*483937224854394623162260NET: High
99%87%83%100%100%86%83%88%98%94%87%88%85%89%100%81%88%

ag

***--*********-**NET: Low
1%1%1%-%-%1%*%*%1%*%1%1%1%1%-%1%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
63924237047-706669626940111344370Unweighted total
73922266849-686467586734*13284068Weighted total

-*-**--******---**Very low
-%*%-%1%*%-%-%*%*%*%*%*%1%-%-%-%*%*%

--*-**-******---**Quite low
-%-%1%-%*%*%-%*%*%*%*%*%*%-%-%-%*%*%

2-3-52-525553-2255Neither low nor high
35%-%11%-%7%5%-%7%4%7%9%7%7%-%18%9%12%7%

1214132620-262626192617*2101526Quite high
21%53%17%50%38%40%-%38%41%39%32%39%50%100%18%37%37%38%

31813133424-343333313312-9151834Very high
45%46%59%49%50%49%-%50%51%49%54%49%34%-%64%54%44%50%

Don't Know (DO NOT READ
--3-33-333333--*33OUT)
-%-%12%-%4%5%-%4%4%4%5%4%8%-%-%1%7%4%

53917266044-605959505929*11253260NET: High
65%100%76%99%88%90%-%88%91%88%86%88%84%100%82%91%80%88%

-*****-******---**NET: Low
-%*%1%1%*%*%-%*%1%*%1%*%1%-%-%-%1%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*babac*b*aSignificance Level: 95%
5614391544316930403592570Unweighted total
5118321863616731373472868Weighted total

-*-**--*-**--*Very low
-%1%-%1%3%-%-%*%-%1%1%-%-%*%

*-*--*-**--*-*Quite low
*%-%*%-%-%*%-%*%*%-%-%2%-%*%

-532-3-53223-5Neither low nor high
-%28%8%13%-%7%-%7%8%7%7%39%-%7%

188145*19-2614121521026Quite high
35%45%44%29%3%52%-%39%44%33%43%26%34%38%

30515851513312221421834Very high
59%26%47%43%94%40%100%49%39%60%41%31%66%50%

Don't Know (DO NOT READ
3-*3-*-33-3*-3OUT)
5%-%*%14%-%*%-%4%9%-%8%2%-%4%

4813291363315926342842860NET: High
94%71%91%72%97%92%100%88%83%93%85%57%100%88%

******-*****-*NET: Low
*%1%*%1%3%*%-%*%*%1%1%2%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*baSignificance Level: 95%
162826-6170Unweighted total
103029-5968Weighted total

-*--**Very low
-%1%-%-%*%*%

*----*Quite low
1%-%-%-%-%*%

-32--5Neither low nor high
-%9%8%-%-%7%

21112-2226Quite high
24%39%42%-%38%38%

71314-3434Very high
73%44%49%-%58%50%

Don't Know (DO NOT READ
*3--33OUT)
2%9%-%-%4%4%

102426-5760NET: High
97%82%92%-%95%88%

**--**NET: Low
1%1%-%-%*%*%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1---1----125Unweighted total
3-*---2----**3Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--------*-1Neither low nor high
6%-%100%-%-%-%-%-%-%-%-%100%-%18%

3-----2-----*3Quite high
94%-%-%-%-%-%100%-%-%-%-%-%100%82%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-----2-----*3NET: High
94%-%-%-%-%-%100%-%-%-%-%-%100%82%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
413-1222-2--1-5Unweighted total
3*1-**3*-3--*-3Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--***-*----1Neither low nor high
19%-%34%-%-%49%14%49%-%14%-%-%-%-%18%

3**-**2*-2--*-3Quite high
81%100%66%-%100%51%86%51%-%86%-%-%100%-%82%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3**-**2*-2--*-3NET: High
81%100%66%-%100%51%86%51%-%86%-%-%100%-%82%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11132-3211-25Unweighted total
-**-**213-13**-13Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----**-**-**---11Neither low nor high
-%-%-%-%100%100%-%34%14%-%34%14%-%-%-%100%18%

-**---2*2-*2**--3Quite high
-%100%100%-%-%-%100%66%86%-%66%86%100%100%-%-%82%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---2*2-*2**--3NET: High
-%100%100%-%-%-%100%66%86%-%66%86%100%100%-%-%82%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
14-412311-125Unweighted total
*3-3*31**-*33Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-****---**1Neither low nor high
100%6%-%13%100%14%34%-%-%-%100%7%18%

-3-3-2***--23Quite high
-%94%-%87%-%86%66%100%100%-%-%93%82%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-3-2***--23NET: High
-%94%-%87%-%86%66%100%100%-%-%93%82%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2541-453355452125Unweighted total
*31*-333133133**3Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11*-*1-*1111-**1Neither low nor high
-%18%63%100%-%13%18%-%54%18%18%63%18%-%100%49%18%

*3*--333*33*33-*3Quite high
100%82%37%-%-%87%82%100%46%82%82%37%82%100%-%51%82%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*--333*33*33-*3NET: High
100%82%37%-%-%87%82%100%46%82%82%37%82%100%-%51%82%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-41254-555553-1245Unweighted total
-3**33-333333-**33Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-11-11111--***1Neither low nor high
-%6%100%-%18%19%-%18%18%18%18%18%-%-%100%54%6%18%

-3-*33-333333--*33Quite high
-%94%-%100%82%81%-%82%82%82%82%82%100%-%-%46%94%82%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-*33-333333--*33NET: High
-%94%-%100%82%81%-%82%82%82%82%82%100%-%-%46%94%82%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
231322-5142-35Unweighted total
3121*3-321*-33Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-**--1-1--11Neither low nor high
14%34%-%34%49%-%-%18%-%63%-%-%20%18%

2*2**3-32**-23Quite high
86%66%100%66%51%100%-%82%100%37%100%-%80%82%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2**3-32**-23NET: High
86%66%100%66%51%100%-%82%100%37%100%-%80%82%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
212-45Unweighted total
1*3-33Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

*-*-*1Neither low nor high
72%-%7%-%6%18%

**2-33Quite high
28%100%93%-%94%82%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

**2-33NET: High
28%100%93%-%94%82%

------NET: Low
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--1----------1Unweighted total
--*----------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Quite high
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*NET: High
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-----1--1----1Unweighted total
*-----*--*----*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Quite high
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*NET: High
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-----1--1-1---11Unweighted total
-----*--*-*---**Weighted total

----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**Quite high
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**NET: High
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1----1-1Unweighted total
*--*-*----*-*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*Quite high
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*NET: High
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--11-11111-1-1Unweighted total
-**--**-*****-*-*Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*Quite high
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*NET: High
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-11111-----1Unweighted total
--*-**-*****-----*Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Quite high
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*NET: High
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1------1-1--11Unweighted total
*------*-*--**Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**Quite high
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**NET: High
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
1----1Unweighted total
*----*Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

*----*Quite high
100%-%-%-%-%100%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*----*NET: High
100%-%-%-%-%100%

------NET: Low
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



OtherOtherOtherTNT PostTNTPitneyDXCity LinkFedExHermesParcelforceYodelUPSUK MailTNTDHL
(3rd)(2nd)(1st)UKExpressBowesPost

*p*on*m*l*k*j*i*h*gf*ed*cbaSignificance Level: 95%
15703251214252852938114138Unweighted total
*36822499273661743152243Weighted total

--*-2-----------Very low
-%-%*%-%90%-%-%-%-%-%-%-%-%-%-%-%

--*-*--1---1---*Quite low
-%-%*%-%10%-%-%14%-%-%-%19%-%-%-%1%

-15---11-67-3528Neither low nor high
-%18%7%-%-%-%17%13%-%16%12%-%6%36%7%19%

*326*-1451492742461422Quite high
100%82%38%11%-%22%46%52%52%24%44%53%55%42%65%52%

fn

--341-3321121232153612Very high
-%-%50%89%-%78%37%19%39%60%38%29%35%22%26%28%

ab

Don't Know (DO NOT READ
--3----*2-4-2-1-OUT)
-%-%4%-%-%-%-%2%9%-%7%-%4%-%3%-%

*3602-47625304963992034NET: High
100%82%88%100%-%100%83%71%91%84%81%81%90%64%90%80%

--*-2--1---1---*NET: Low
-%-%*%-%100%-%-%14%-%-%-%19%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p

Ofcom; Business Postal Tracker
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QOP4. SUMMARY. QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5C] on each of the following aspects:
The quality of the mail services provided by [QV5C] in the last 12 months
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3061111463355238Unweighted total
412***28822136243Weighted total

2*--------2--3Very low
6%21%-%-%-%-%-%-%-%-%19%-%-%7%

3-------1--2-3Quite low
7%-%-%-%-%-%-%-%78%-%-%27%-%7%

101-----3*-33210Neither low nor high
24%28%-%-%-%-%-%33%11%-%20%49%90%24%

19-----85**5-*19Quite high
46%-%-%-%-%-%100%64%11%24%43%-%10%43%

7***-2-*-121-8Very high
17%24%100%100%-%100%-%2%-%76%19%24%-%18%

Don't Know (DO NOT READ
*1--*--------1OUT)
*%27%-%-%100%-%-%-%-%-%-%-%-%2%

26***-285*281*26NET: High
63%24%100%100%-%100%100%67%11%100%62%24%10%61%

5*------1-22-6NET: Low
13%21%-%-%-%-%-%-%78%-%19%27%-%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2414153482392111-10138Unweighted total
21222*1141153152-6143Weighted total

*2----32-*----3Very low
2%11%-%-%-%-%7%16%-%3%-%-%-%-%7%

12----31--2---3Quite low
6%7%-%-%-%-%7%8%-%-%100%-%-%-%7%

56**-*1032*--5-10Neither low nor high
23%26%19%39%-%23%24%17%57%2%-%-%81%-%24%

1081*1*185-13--1-19Quite high
50%38%45%39%77%29%43%33%-%88%-%-%13%-%43%

341*-*7411--*18Very high
16%19%23%21%-%37%17%27%43%4%-%-%3%100%18%

Don't Know (DO NOT READ
1-*-***--*--*-1OUT)
3%-%13%-%23%11%1%-%-%3%-%-%3%-%2%

14122*11259113--1126NET: High
66%56%68%61%77%66%61%59%43%92%-%-%16%100%61%

24----64-*2---6NET: Low
8%18%-%-%-%-%14%24%-%3%100%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-23451492014420186521038Unweighted total
-*33513161521715281411943Weighted total

----*2--3--3---33Very low
-%-%-%-%9%18%-%-%13%-%-%10%-%-%-%15%7%

----21-21-21---23Quite low
-%-%-%-%34%10%-%10%6%-%10%5%-%-%-%8%7%

-*--*2828-28*2-210Neither low nor high
-%51%-%-%2%14%52%14%39%-%14%30%12%42%-%8%24%

-*33335973910*3-1019Quite high
-%49%81%90%55%22%31%57%35%39%57%36%39%58%-%50%43%

--**-4322426*-*48Very high
-%-%15%4%-%33%16%13%7%61%13%20%29%-%53%19%18%

Don't Know (DO NOT READ
--**-*-1--1-*-*-1OUT)
-%-%4%6%-%3%-%5%-%-%5%-%20%-%47%-%2%

-*333781197111513*1326NET: High
-%49%96%94%55%55%48%71%42%100%71%56%68%58%53%69%61%

----24-24-24---46NET: Low
-%-%-%-%42%28%-%10%19%-%10%15%-%-%-%23%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
137-1622102852342238Unweighted total
340-162711329*212843Weighted total

-3--3-3----33Very low
-%7%-%-%11%-%9%-%-%-%-%10%7%

-3--3-3----33Quite low
-%7%-%-%11%-%9%-%-%-%-%10%7%

-10-5529**1*810Neither low nor high
-%26%-%33%19%17%26%5%58%66%16%30%24%

316-9108108--1819Quite high
100%39%-%53%37%79%32%93%-%-%84%28%43%

-8-26*7--1-68Very high
-%19%-%12%21%2%23%-%-%34%-%20%18%

Don't Know (DO NOT READ
-1-*1*1**--*1OUT)
-%2%-%1%2%2%2%2%42%-%-%1%2%

323-11169188-111326NET: High
100%58%-%66%58%81%54%93%-%34%84%48%61%

-6--6-6----66NET: Low
-%14%-%-%21%-%17%-%-%-%-%20%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*ag*f*edcba*c*b*aSignificance Level: 95%
11372816-20311315333734371252138Unweighted total

5402918-2130815324034401482043Weighted total

-3*3--3*3*3*3--33Very low
-%7%1%16%-%-%9%5%19%1%7%1%7%-%-%14%7%

1332-131-33233--3Quite low
24%7%10%9%-%6%9%16%-%9%7%5%7%20%-%-%7%

210104-61023810101046*10Neither low nor high
38%26%36%23%-%29%35%23%22%25%26%31%26%31%69%1%24%

*16115-1183814161316531119Quite high
8%39%39%29%-%52%28%40%53%43%39%39%39%34%31%55%43%

1834-251*68882-68Very high
25%19%11%22%-%11%16%7%3%20%19%22%19%12%-%29%18%

Don't Know (DO NOT READ
*11*-111*11111-*1OUT)
6%2%2%1%-%3%2%8%2%2%2%2%2%4%-%1%2%

223159-13134820232123731726NET: High
33%58%51%52%-%62%44%47%57%63%58%61%58%46%31%84%61%

1634-162336263-36NET: Low
24%14%11%24%-%6%19%22%19%10%14%6%14%20%-%14%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*baSignificance Level: 95%
52211153727-38363838383214273338Unweighted total
72314124332-43404343433325273543Weighted total

-3--33-333333--233Very low
-%12%-%-%7%9%-%7%7%7%7%7%9%-%-%9%8%7%

-12-3--333331-2233Quite low
-%6%11%-%7%-%-%7%7%7%7%7%4%-%34%6%8%7%

22631010-10101010109-261010Neither low nor high
32%9%45%26%24%32%-%24%26%24%24%24%27%-%35%23%30%24%

310561914-191919191916--131119Quite high
49%45%38%46%43%43%-%43%46%43%43%43%48%-%-%47%31%43%

16*384-85888421378Very high
19%26%3%26%18%14%-%18%12%18%18%18%11%100%31%13%20%18%

Don't Know (DO NOT READ
-***11-111111--111OUT)
-%2%2%3%2%2%-%2%2%2%2%2%2%-%-%3%2%2%

416692618-26242626261921161826NET: High
68%71%41%71%61%57%-%61%59%61%61%61%59%100%31%60%52%61%

-42-63-666664-2466NET: Low
-%18%11%-%13%9%-%13%14%13%13%13%12%-%34%15%16%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
3442611225137830236838Unweighted total
4122812*27*4313302741043Weighted total

3-*2-*-3-3*-23Very low
7%-%1%20%-%2%-%7%-%9%2%-%25%7%

2112---3-312-3Quite low
4%61%5%13%-%-%-%7%-%9%5%42%-%7%

10-64-6*104692*10Neither low nor high
25%-%21%37%-%21%100%24%32%21%31%46%2%24%

19*133*15-1981111*519Quite high
45%8%46%24%62%58%-%44%59%37%40%10%51%43%

7171*4-8166*28Very high
17%30%24%6%38%16%-%18%10%21%20%3%20%18%

Don't Know (DO NOT READ
1-1--1-1-11-*1OUT)
2%-%3%-%-%3%-%2%-%2%2%-%2%2%

251204*20-2691717*726NET: High
62%39%70%30%100%75%-%61%68%58%61%13%71%61%

4124-*-6-62226NET: Low
11%61%6%33%-%2%-%13%-%19%6%42%25%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1886612938Unweighted total
1979813543Weighted total

2*----3Very low
12%6%-%-%-%-%7%

-12-123Quite low
-%18%18%-%100%4%7%

5232-1010Neither low nor high
24%23%30%21%-%29%24%

10333-1919Quite high
53%44%32%33%-%52%43%

2*24-58Very high
11%2%20%46%-%14%18%

Don't Know (DO NOT READ
*1---*1OUT)
1%8%-%-%-%*%2%

12346-2326NET: High
63%47%52%79%-%66%61%

222-126NET: Low
12%23%18%-%100%4%13%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by DHL in the last 12 months (QOP42. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the following aspects:)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
24764-4511314541Unweighted total
17222-353*1*1422Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21*--2-------3Quite low
10%32%21%-%-%51%-%-%-%-%-%-%-%12%

6-*1-23--**-28Neither low nor high
38%-%24%74%-%49%48%-%-%31%100%-%44%37%

5*1---3-**-*27Quite high
32%26%48%-%-%-%52%-%100%31%-%24%51%30%

3***---3-*-*-4Very high
19%18%6%26%-%-%-%100%-%39%-%52%-%18%

Don't Know (DO NOT READ
**---------**1OUT)
2%23%-%-%-%-%-%-%-%-%-%24%5%3%

811*--33**-1211NET: High
50%44%54%26%-%-%52%100%100%69%-%76%51%48%

21*--2-------3NET: Low
10%32%21%-%-%51%-%-%-%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
18232329121812-72114341Unweighted total
11124*22187-2**6422Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12*--*3*----2-3Quite low
6%18%3%-%-%6%14%5%-%-%-%-%39%-%12%

531-*174-****18Neither low nor high
47%27%26%-%21%35%39%51%-%8%78%100%8%31%37%

431*1*5*-1--227Quite high
36%25%36%100%43%18%29%5%-%66%-%-%38%59%30%

131-1*33-1*-1-4Very high
8%27%26%-%36%22%16%36%-%26%22%-%12%-%18%

Don't Know (DO NOT READ
***--***----**1OUT)
4%3%9%-%-%18%2%3%-%-%-%-%3%10%3%

562*1183-2*-3211NET: High
44%52%62%100%79%41%45%41%-%92%22%-%50%59%48%

12*--*3*----2-3NET: Low
6%18%3%-%-%6%14%5%-%-%-%-%39%-%12%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-45310811261322615673941Unweighted total
-11123141110111111311022Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*1212-12**-23Quite low
-%-%-%-%5%27%12%5%20%-%5%18%12%17%-%16%12%

-1-*12562-62*2*18Neither low nor high
-%63%-%22%44%57%33%51%24%-%51%22%19%56%45%11%37%

-*111*443-43***47Quite high
-%18%70%78%33%6%30%35%27%-%35%25%49%17%39%44%30%

--*-**313*13**-34Very high
-%-%16%-%18%10%22%7%28%53%7%30%20%4%-%25%18%

Don't Know (DO NOT READ
-**---*****1-***1OUT)
-%19%14%-%-%-%3%2%2%47%2%5%-%7%16%4%3%

-*1111756*5611*711NET: High
-%18%86%78%51%16%53%42%54%53%42%54%69%21%39%69%48%

----*1212-12**-23NET: Low
-%-%-%-%5%27%12%5%20%-%5%18%12%17%-%16%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
338-241715261-7112041Unweighted total
121-1671210*-251522Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-2*2*--**23Quite low
35%10%-%14%6%19%4%-%-%31%2%14%12%

-8-6244---358Neither low nor high
-%39%-%42%24%33%40%-%-%-%64%31%37%

*6-3424--1147Quite high
30%30%-%20%54%20%42%-%-%55%29%28%30%

*4-3131--**44Very high
34%17%-%22%9%28%7%-%-%14%4%24%18%

Don't Know (DO NOT READ
-1-**-1*---11OUT)
-%4%-%2%6%-%7%100%-%-%-%4%3%

110-7465--12811NET: High
65%47%-%42%63%48%49%-%-%69%34%51%48%

*2-2*2*--**23NET: Low
35%10%-%14%6%19%4%-%-%31%2%14%12%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*bag*f*edcba*c*b*aSignificance Level: 95%
1740264332362616363931387102441Unweighted total

52215112018141020201520351422Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

133--323233332-13Quite low
11%12%17%-%-%13%12%19%17%13%13%18%13%47%-%7%12%

185*-885468381348Neither low nor high
19%37%37%30%-%38%44%32%42%31%40%23%40%35%61%28%37%

363*-676365551157Quite high
49%29%21%35%-%31%36%42%31%33%24%31%25%18%21%36%30%

143-131114434-*44Very high
14%18%21%-%100%16%6%4%5%18%20%23%20%-%7%27%18%

Don't Know (DO NOT READ
*11*-****111*-1*1OUT)
7%4%4%35%-%2%2%3%4%4%4%5%2%-%12%1%3%

3116*198741098911911NET: High
63%48%42%35%100%47%42%46%37%51%44%54%45%18%28%63%48%

133--323233332-13NET: Low
11%12%17%-%-%13%12%19%17%13%13%18%13%47%-%7%12%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*baSignificance Level: 95%
72014174129-41374137413115253241Unweighted total
481052215-22212219221822151522Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-12131-323232-*123Quite low
-%6%21%11%12%4%-%12%10%12%12%12%10%-%25%3%11%12%

125284-888787-1748Neither low nor high
19%24%54%44%37%28%-%37%36%37%37%37%39%-%64%46%24%37%

312277-7775752-467Quite high
79%17%21%31%30%43%-%30%31%30%25%30%27%100%-%25%37%30%

*4*144-444444--344Very high
3%43%3%10%18%25%-%18%19%18%22%18%20%-%-%21%23%18%

Don't Know (DO NOT READ
-1-*1--111111-*111OUT)
-%9%-%4%3%-%-%3%4%3%4%3%3%-%10%4%5%3%

35221111-11111191182-7911NET: High
81%60%25%41%48%68%-%48%50%48%47%48%47%100%-%47%60%48%

-12131-323232-*123NET: Low
-%6%21%11%12%4%-%12%10%12%12%12%10%-%25%3%11%12%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
301127111241401031286741Unweighted total
166165*13*22418131822Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-2*-2*2*22*-3Quite low
16%-%11%8%-%16%100%10%10%12%16%35%-%12%

4453-7-8262*68Neither low nor high
28%60%29%71%-%54%-%37%56%32%16%13%76%37%

526*-3-7165127Quite high
29%32%37%6%-%20%-%31%29%30%34%44%21%30%

4*31-1-4*44**4Very high
24%2%19%11%-%6%-%18%5%21%29%8%1%18%

Don't Know (DO NOT READ
**1**1-1-11-*1OUT)
3%6%4%4%100%4%-%4%-%4%5%-%2%3%

9291-4-111981211NET: High
53%34%56%17%-%26%-%49%34%51%63%52%22%48%

3-2*-2*2*22*-3NET: Low
16%-%11%8%-%16%100%10%10%12%16%35%-%12%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 159  (continuation)                                                                                                                                                                      Page 1452

The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
144101313741Unweighted total

7267*2122Weighted total

-------Very low
-%-%-%-%-%-%-%

12*--33Quite low
9%69%6%-%-%12%12%

5**3*78Neither low nor high
70%7%6%44%100%35%37%

1*33-67Quite high
17%7%40%41%-%31%30%

*-31-44Very high
2%-%44%15%-%19%18%

Don't Know (DO NOT READ
***--11OUT)
3%17%3%-%-%4%3%

1*54-1111NET: High
19%7%85%56%-%49%48%

12*--33NET: Low
9%69%6%-%-%12%12%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT in the last 12 months (QOP43. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT on each of the following aspects:)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101--11-32--1211Unweighted total
14*--12-53--2215Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1Neither low nor high
9%-%-%-%-%-%-%-%50%-%-%-%-%9%

10*--12-5----210Quite high
69%100%-%-%100%100%-%93%-%-%-%-%100%70%

3------*1--2-3Very high
23%-%-%-%-%-%-%7%50%-%-%100%-%22%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13*--12-51--2213NET: High
91%100%-%-%100%100%-%100%50%-%-%100%100%91%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
562-2-92-5-13-11Unweighted total
681-1-143-6-24-15Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1--1----1Neither low nor high
-%15%-%-%-%-%9%-%-%23%-%-%-%-%9%

56*-*-102-4-23-10Quite high
74%67%35%-%35%-%71%51%-%71%-%100%69%-%70%

22*-*-32-*--1-3Very high
26%18%65%-%65%-%20%49%-%6%-%-%31%-%22%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

671-1-133-4-24-13NET: High
100%85%100%-%100%-%91%100%-%77%-%100%100%-%91%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-5474-74121511Unweighted total
---*-5887-87*12915Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------1--1-----1Neither low nor high
-%-%-%-%-%-%-%16%-%-%16%-%-%-%-%-%9%

-----4655-55-12610Quite high
-%-%-%-%-%75%80%62%77%-%62%77%-%100%100%69%70%

---*-1222-22*--33Very high
-%-%-%100%-%25%20%21%23%-%21%23%100%-%-%31%22%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-5867-67*12913NET: High
-%-%-%100%-%100%100%84%100%-%84%100%100%100%100%100%91%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
29-7474122-611Unweighted total
213-10596*31-1115Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1--1---1Neither low nor high
73%-%-%13%-%14%-%-%50%-%-%-%9%

*10-7364*-*-1010Quite high
27%75%-%71%67%67%73%100%-%57%-%86%70%

-3-2222-1*-23Very high
-%25%-%16%33%19%27%-%50%43%-%14%22%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*13-9586*11-1113NET: High
27%100%-%87%100%86%100%100%50%100%-%100%91%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2873-88531086831711Unweighted total
21084-1013841310610321015Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1--111-1---1--1Neither low nor high
-%-%16%-%-%12%10%16%-%10%-%-%-%46%-%-%9%

2843-7105410848*2810Quite high
100%80%47%65%-%71%77%68%100%78%80%65%80%7%100%81%70%

-232-221-22221-23Very high
-%20%37%35%-%16%12%16%-%13%20%35%20%47%-%19%22%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21064-911741210610121013NET: High
100%100%84%100%-%88%90%84%100%90%100%100%100%54%100%100%91%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-742117-1110118116125711Unweighted total
-1142159-151315101511*26915Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-1--1-1-1-----1Neither low nor high
-%-%35%-%9%-%-%9%-%9%-%9%-%-%-%-%-%9%

-822108-1010108108*26710Quite high
-%71%65%100%70%86%-%70%76%70%80%70%73%100%82%94%79%70%

-3--31-333233-**23Very high
-%29%-%-%22%14%-%22%24%22%20%22%27%-%18%6%21%22%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1122139-131313101311*26913NET: High
-%100%65%100%91%100%-%91%100%91%100%91%100%100%100%100%100%91%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
8372-6-115621811Unweighted total

10494-7-15693*1115Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1------11---11Neither low nor high
12%-%-%-%-%-%-%9%21%-%-%-%11%9%

6464-3-1037-*1010Quite high
57%100%65%100%-%52%-%70%58%78%-%100%86%70%

3-3--3-3123-*3Very high
31%-%35%-%-%48%-%22%21%22%100%-%3%22%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9494-7-13593*1013NET: High
88%100%100%100%-%100%-%91%79%100%100%100%89%91%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
13341911Unweighted total
*54521315Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-1---11Neither low nor high
-%28%-%-%-%10%9%

*3342810Quite high
100%72%64%69%100%65%70%

--22-33Very high
-%-%36%31%-%25%22%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

*34521213NET: High
100%72%100%100%100%90%91%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by UK Mail in the last 12 months (QOP44. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of the following
aspects:)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3024225342244438Unweighted total
4012116672183543Weighted total

2------2-----2Very low
6%-%-%-%-%-%-%33%-%-%-%-%-%6%

2--*---2-----3Quite low
6%-%-%49%-%-%-%33%-%-%-%-%-%7%

8*---*-21-2-28Neither low nor high
20%50%-%-%-%3%-%33%85%-%30%-%34%19%

15***--6--*5*316Quite high
37%50%26%51%-%-%100%-%-%15%68%11%66%38%

8-1-14-**1*--8Very high
19%-%48%-%88%72%-%2%15%85%2%-%-%20%

Don't Know (DO NOT READ
5-*-*2-----3-5OUT)

11%-%26%-%12%25%-%-%-%-%-%89%-%12%

22*1*146**16*325NET: High
57%50%74%51%88%72%100%2%15%100%70%11%66%57%

5--*---5-----5NET: Low
12%-%-%49%-%-%-%65%-%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
211710244286121--7138Unweighted total
23202*11425227--6343Weighted total

-2----2-----2-2Very low
-%12%-%-%-%-%6%-%-%-%-%-%38%-%6%

2*----3--3----3Quite low
10%2%-%-%-%-%7%-%-%11%-%-%-%-%7%

63**--81-7----8Neither low nor high
25%13%9%48%-%-%20%24%-%26%-%-%-%-%19%

881-*1152-11--1316Quite high
36%40%49%-%50%74%37%33%-%39%-%-%13%100%38%

531***8*-5--3-8Very high
23%15%32%52%28%26%19%4%-%20%-%-%46%-%20%

Don't Know (DO NOT READ
14*-*-5221--*-5OUT)
6%18%10%-%22%-%12%39%100%5%-%-%3%-%12%

14111*11232-16--4325NET: High
59%55%81%52%78%100%56%37%-%59%-%-%59%100%57%

23----5--3--2-5NET: Low
10%14%-%-%-%-%13%-%-%11%-%-%38%-%12%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-43649112710127111341238Unweighted total
-44441312271522716*331843Weighted total

----2--2--2----22Very low
-%-%-%-%59%-%-%9%-%-%9%-%-%-%-%13%6%

---*--2*2-*2--*23Quite low
-%-%-%12%-%-%20%2%16%-%2%15%-%-%18%13%7%

---2-4262-62-2-48Neither low nor high
-%-%-%62%-%32%16%23%14%-%23%13%-%79%-%24%19%

-33*142133-133-1-616Quite high
-%83%68%9%31%31%15%49%20%-%49%18%-%21%-%34%38%

-*1**3344-44--238Very high
-%5%32%12%10%25%25%15%31%-%15%28%-%-%82%15%20%

Don't Know (DO NOT READ
-*-*-2313214*---5OUT)
-%12%-%5%-%12%24%2%19%100%2%27%100%-%-%-%12%

-341275177-177-12925NET: High
-%88%100%21%41%56%40%64%50%-%64%46%-%21%82%50%57%

---*2-232-32--*55NET: Low
-%-%-%12%59%-%20%11%16%-%11%15%-%-%18%26%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
335-23151721104441438Unweighted total
440-25181924126511843Weighted total

-2-2-2---2--2Very low
-%6%-%9%-%12%-%-%-%51%-%-%6%

-3--3-3----33Quite low
-%7%-%-%16%-%12%-%-%-%-%16%7%

-8-44362---68Neither low nor high
-%21%-%15%25%13%24%20%-%-%-%32%19%

413-107979311316Quite high
100%32%-%37%38%48%29%75%53%14%51%16%38%

-8-7245-32128Very high
-%21%-%26%10%19%20%-%47%35%49%11%20%

Don't Know (DO NOT READ
-5-32141---45OUT)
-%13%-%12%11%7%15%5%-%-%-%25%12%

421-16913129621525NET: High
100%53%-%64%48%67%49%75%100%49%100%27%57%

-5-2323--2-35NET: Low
-%13%-%9%16%12%12%-%-%51%-%16%12%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
1233276129261916333428341771438Unweighted total

8333052353020163635293514121743Weighted total

-2---222-2222-2-2Very low
-%7%-%-%-%7%8%12%-%7%7%8%7%-%20%-%6%

**3--33*23***-2*3Quite low
6%1%9%-%-%8%9%2%15%8%1%2%1%-%20%3%7%

47412543477773338Neither low nor high
54%21%14%28%100%15%15%15%25%19%20%23%20%21%21%16%19%

11215*-169761312111273616Quite high
11%35%51%10%-%45%30%36%38%37%33%39%33%50%26%35%38%

2852-585378584238Very high
21%25%18%35%-%15%26%24%19%19%24%17%24%25%13%19%20%

Don't Know (DO NOT READ
1321-43214535*-55OUT)
8%10%7%27%-%11%11%11%4%10%14%12%14%3%-%26%12%

220212-2117129202016201051025NET: High
32%60%69%46%-%60%56%59%56%56%57%55%57%76%39%55%57%

*33--55325333-5*5NET: Low
6%9%9%-%-%15%17%15%15%15%8%10%8%-%40%3%12%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*b*aSignificance Level: 95%
22313123727-3836383538341-202738Unweighted total
33010144229-4340434043372-222943Weighted total

-2--2--222222--2-2Very low
-%8%-%-%6%-%-%6%6%6%6%6%6%-%-%11%-%6%

-2*233-333333---*3Quite low
-%8%4%17%7%10%-%7%7%7%7%7%8%-%-%-%2%7%

-8-484-8788862-578Neither low nor high
-%28%-%30%20%15%-%19%17%19%21%19%16%100%-%21%24%19%

37671610-161616141613--111116Quite high
100%23%61%50%39%34%-%38%40%38%36%38%34%-%-%49%37%38%

-63*88-888888--478Very high
-%19%29%1%20%28%-%20%21%20%21%20%23%-%-%18%25%20%

Don't Know (DO NOT READ
-41*34-535355--*35OUT)
-%15%6%1%8%13%-%12%9%12%9%12%14%-%-%1%12%12%

312972518-252525232521--151825NET: High
100%41%89%52%59%61%-%57%62%57%57%57%57%-%-%67%62%57%

-5*253-555555--2*5NET: Low
-%16%4%17%13%10%-%12%13%12%13%12%14%-%-%11%2%12%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
3172783253351424228738Unweighted total
35930104322411924297543Weighted total

-2-2-2-22--2-2Very low
-%28%-%24%-%8%-%6%13%-%-%34%-%6%

3-2*-2-32*2*-3Quite low
8%-%8%5%-%8%-%7%13%2%8%6%-%7%

627117*8536--8Neither low nor high
17%28%24%13%31%21%21%19%26%14%21%-%-%19%

16*12*-11-16512104316Quite high
46%3%41%5%-%36%-%40%25%47%34%50%56%38%

54632727368*18Very high
14%42%20%25%39%21%79%16%13%25%27%3%11%20%

Don't Know (DO NOT READ
5-2312-5233*25OUT)

14%-%7%28%30%7%-%12%11%12%10%7%33%12%

214183218223717174425NET: High
60%44%61%30%39%57%79%56%38%72%61%53%67%57%

3223-5-55*23-5NET: Low
8%28%8%29%-%15%-%13%25%2%8%40%-%12%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
1857813538Unweighted total
16891124143Weighted total

2---2-2Very low
15%-%-%-%100%-%6%

2--*-33Quite low
15%-%-%4%-%7%7%

3-24-88Neither low nor high
19%-%17%35%-%21%19%

3634-1616Quite high
22%79%30%37%-%40%38%

4221-88Very high
24%21%19%12%-%21%20%

Don't Know (DO NOT READ
1-31-55OUT)
4%-%34%12%-%12%12%

7855-2525NET: High
46%100%49%49%-%61%57%

5--*235NET: Low
31%-%-%4%100%7%12%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by UPS in the last 12 months (QOP45. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the following aspects:)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7--211--13-1-9Unweighted total
6--112--*2-1-7Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*----*----*Quite low
3%-%-%22%-%-%-%-%100%-%-%-%-%5%

*--------*---*Neither low nor high
4%-%-%-%-%-%-%-%-%13%-%-%-%3%

4---12-----1-4Quite high
70%-%-%-%100%100%-%-%-%-%-%100%-%64%

1--*-----1---2Very high
23%-%-%78%-%-%-%-%-%87%-%-%-%28%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6--*12---1-1-6NET: High
94%-%-%78%100%100%-%-%-%87%-%100%-%92%

*--*----*----*NET: Low
3%-%-%22%-%-%-%-%100%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
364-1352-31-2-9Unweighted total
341-**6*-3*-2-7Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*-*-*----*Quite low
-%9%44%-%-%64%-%37%-%6%-%-%-%-%5%

-**-*--*------*Neither low nor high
-%6%32%-%100%-%-%63%-%-%-%-%-%-%3%

31----4--2--1-4Quite high
95%36%-%-%-%-%72%-%-%53%-%-%89%-%64%

*2*--*2--1*-*-2Very high
5%49%25%-%-%36%28%-%-%41%100%-%11%-%28%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

33*--*6--3*-2-6NET: High
100%85%25%-%-%36%100%-%-%94%100%-%100%-%92%

-**--*-*-*----*NET: Low
-%9%44%-%-%64%-%37%-%6%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-2-3363-6311-59Unweighted total
-*-1-2434-3421-37Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*----**Quite low
-%-%-%-%-%20%-%10%-%-%10%-%-%-%-%4%5%

-*-----*--*-----*Neither low nor high
-%100%-%-%-%-%-%7%-%-%7%-%-%-%-%-%3%

-----1313-1321-14Quite high
-%-%-%-%-%80%87%39%87%-%39%87%100%100%-%41%64%

---1--*1*-1*---22Very high
-%-%-%100%-%-%13%44%13%-%44%13%-%-%-%55%28%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1-1434-3421-36NET: High
-%-%-%100%-%80%100%83%100%-%83%100%100%100%-%96%92%

-----*-*--*----**NET: Low
-%-%-%-%-%20%-%10%-%-%10%-%-%-%-%4%5%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
18-5454-11259Unweighted total
15-5252-*1147Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-****---***Quite low
-%6%-%4%6%4%6%-%-%-%12%3%5%

-*--*-*----**Neither low nor high
-%4%-%-%11%-%11%-%-%-%-%6%3%

13-4-4---1-34Quite high
100%54%-%93%-%93%-%-%-%100%-%79%64%

-2-*2*2-*-1*2Very high
-%36%-%4%83%4%83%-%100%-%88%12%28%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

15-5252-*1146NET: High
100%90%-%96%83%96%83%-%100%100%88%91%92%

-*-****---***NET: Low
-%6%-%4%6%4%6%-%-%-%12%3%5%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2841-854578774149Unweighted total
352*-643355543*47Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*********-**Quite low
-%6%-%-%-%5%5%6%5%3%6%3%8%5%-%5%5%

-**--*--******--*Neither low nor high
-%4%10%-%-%4%-%-%6%4%4%4%5%8%-%-%3%

131--431333331-34Quite high
50%54%59%-%-%69%78%44%83%56%54%56%71%44%-%83%64%

121*-111*22211**2Very high
50%36%30%100%-%23%17%50%5%37%36%37%16%44%100%13%28%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

352*-643355543*46NET: High
100%90%90%100%-%92%95%94%89%92%90%93%87%88%100%95%92%

-*---*********-**NET: Low
-%6%-%-%-%5%5%6%5%3%6%3%8%5%-%5%5%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
135295-989897--469Unweighted total
214274-777574--347Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-******--***Quite low
-%21%3%-%5%4%-%5%2%5%6%5%8%-%-%6%3%5%

--****-******---**Neither low nor high
-%-%5%13%3%6%-%3%3%3%4%3%6%-%-%-%6%3%

2-3143-444341--134Quite high
100%-%63%87%64%76%-%64%66%64%54%64%34%-%-%40%74%64%

-11-2*-222222--212Very high
-%79%29%-%28%13%-%28%29%28%36%28%52%-%-%55%17%28%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

214163-666563--346NET: High
100%79%92%87%92%90%-%92%95%92%90%92%86%-%-%94%91%92%

-**-**-******--***NET: Low
-%21%3%-%5%4%-%5%2%5%6%5%8%-%-%6%3%5%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
815316-9454329Unweighted total
7*2323-7342237Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**--*-*Quite low
5%-%14%-%-%9%-%5%10%-%-%20%-%5%

*--*---*-**--*Neither low nor high
3%-%-%7%-%-%-%3%-%6%10%-%-%3%

4-1221-413-134Quite high
66%-%57%53%100%36%-%64%48%77%-%80%100%64%

2*11-2-2112--2Very high
26%100%29%40%-%55%-%28%42%17%90%-%-%28%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6*2323-6342136NET: High
92%100%86%93%100%91%-%92%90%94%90%80%100%92%

*-*--*-**--*-*NET: Low
5%-%14%-%-%9%-%5%10%-%-%20%-%5%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
4221-89Unweighted total
2221-77Weighted total

-------Very low
-%-%-%-%-%-%-%

**---**Quite low
8%8%-%-%-%3%5%

--*--**Neither low nor high
-%-%13%-%-%3%3%

-211-44Quite high
-%92%87%100%-%65%64%

2----22Very high
92%-%-%-%-%29%28%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

2211-66NET: High
92%92%87%100%-%94%92%

**---**NET: Low
8%8%-%-%-%3%5%

Columns Tested: a,b - a,b,c,d
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The price of the postal services provided by Yodel in the last 12 months (QOP46. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the following aspects:)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3476534255433552Unweighted total
53322455115485661Weighted total

3------3-----3Very low
5%-%-%-%-%-%-%23%-%-%-%-%-%4%

4*--------22-5Quite low
8%16%-%-%-%-%-%-%-%-%30%36%-%8%

19*11-33541--322Neither low nor high
36%14%37%41%-%65%51%49%73%31%-%-%48%35%

121**1---*133314Quite high
22%42%5%19%32%-%-%-%3%31%38%64%52%22%

151113223113--18Very high
29%29%38%40%68%32%49%29%24%37%32%-%-%30%

Don't Know (DO NOT READ
*-*--*-------1OUT)
*%-%20%-%-%3%-%-%-%-%-%-%-%1%

2721142231363331NET: High
51%71%43%59%100%32%49%29%27%69%70%64%52%52%

7*-----3--22-7NET: Low
12%16%-%-%-%-%-%23%-%-%30%36%-%12%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
232961-546141172-12452Unweighted total
27341*-160142241-12661Weighted total

-3----3--3----3Very low
-%8%-%-%-%-%4%-%-%11%-%-%-%-%4%

*4----522*----5Quite low
2%12%-%-%-%-%8%17%100%2%-%-%-%-%8%

129----224-10*-2422Neither low nor high
45%28%-%-%-%-%36%26%-%43%68%-%14%71%35%

77*--*132-3*-5114Quite high
25%20%45%-%-%55%22%15%-%15%32%-%43%21%22%

810**-*185-7--5*18Very high
28%30%40%100%-%26%29%38%-%30%-%-%41%8%30%

Don't Know (DO NOT READ
-1*--***----*-1OUT)
-%2%16%-%-%19%1%3%-%-%-%-%1%-%1%

15171*-1318-10*-10231NET: High
54%50%84%100%-%81%51%53%-%44%32%-%84%29%52%

*7----7223----7NET: Low
2%20%-%-%-%-%12%17%100%13%-%-%-%-%12%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-22171521272052725-352252Unweighted total
-12*41430322273229-353161Weighted total

-------3--3----33Very low
-%-%-%-%-%-%-%8%-%-%8%-%-%-%-%8%4%

--*---4*22*4--*45Quite low
-%-%27%-%-%-%14%1%7%37%1%14%-%-%9%13%8%

----371011741111-2-1122Neither low nor high
-%-%-%-%68%49%35%34%31%56%34%37%-%49%-%35%35%

---*14694-94-2*514Quite high
-%-%-%100%19%26%19%29%20%-%29%15%-%51%6%16%22%

-*1-*31089*810--4918Very high
-%28%73%-%9%25%32%26%42%7%26%34%-%-%85%28%30%

Don't Know (DO NOT READ
-*--*--1--1-----1OUT)
-%72%-%-%4%-%-%2%-%-%2%-%-%-%-%-%1%

-*1*17151714*1714-251431NET: High
-%28%73%100%28%51%51%54%61%7%54%49%-%51%91%44%52%

--*---432234--*77NET: Low
-%-%27%-%-%-%14%9%7%37%9%14%-%-%9%21%12%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*ba*ba*e*d*c*b*aSignificance Level: 95%
349-1537114167362852Unweighted total
556-1842144799353361Weighted total

-3--3-3-3---3Very low
-%5%-%-%6%-%5%-%28%-%-%-%4%

-5--5-5--*-45Quite low
-%8%-%-%11%-%10%-%-%16%-%12%8%

120-417319311*1622Neither low nor high
27%36%-%24%40%22%39%30%14%42%8%48%35%

310-95953311514Quite high
65%19%-%49%11%66%10%38%28%42%18%15%22%

*18-51321623-4818Very high
9%31%-%27%30%12%34%27%30%-%74%25%30%

Don't Know (DO NOT READ
-1--1-1*---*1OUT)
-%1%-%-%1%-%1%5%-%-%-%*%1%

328-1418112165151331NET: High
73%50%-%76%41%78%44%65%58%42%92%40%52%

-7--7-7-3*-47NET: Low
-%13%-%-%17%-%15%-%28%16%-%12%12%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*bag*f*edcba*c*b*aSignificance Level: 95%
13452316-34382320434536422491952Unweighted total
13472518-423525215446373926132361Weighted total

-3---3---3---3--3Very low
-%5%-%-%-%6%-%-%-%5%-%-%-%10%-%-%4%

-524-*2*25555*225Quite low
-%10%8%23%-%1%6%2%10%8%10%12%12%2%13%11%8%

41679-12209111818141676822Neither low nor high
29%35%29%51%-%30%57%36%53%34%39%38%42%29%46%38%35%

d

410102-11865131081053514Quite high
29%22%40%13%-%26%21%25%23%24%23%20%27%19%26%24%22%

51252-155921512107102618Very high
38%26%21%12%-%37%13%35%11%27%26%28%18%38%15%28%30%

Don't Know (DO NOT READ
*1**-*1*111111--1OUT)
4%1%2%1%-%1%2%2%3%1%1%2%2%2%-%-%1%

922154-2612157282218171551231NET: High
67%48%61%25%-%62%35%60%34%52%49%48%45%57%41%52%52%

-724-32*275553227NET: Low
-%15%8%23%-%7%6%2%10%13%10%12%12%12%13%11%12%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Table 163  (continuation)                                                                                                                                                                      Page 1482

The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cba*fedcbac*b*a*baSignificance Level: 95%
102616125137-52495144513947283652Unweighted total
112624136044-615760506041611283961Weighted total

--3-3--333333---33Very low
-%-%11%-%4%-%-%4%4%4%5%4%6%-%-%-%7%4%

22*354-55555*22245Quite low
15%9%2%23%8%9%-%8%8%8%9%8%1%41%16%7%11%8%

513482216-22182219221434111322Neither low nor high
41%51%15%62%36%37%-%35%32%36%37%36%35%52%42%40%34%35%

4541149-14141414149-29814Quite high
35%21%18%10%22%20%-%22%24%22%27%22%22%-%16%30%20%22%

151211714-181817101714*361118Very high
7%18%52%5%29%32%-%30%31%29%20%29%35%7%27%21%28%30%

Don't Know (DO NOT READ
*-*-11-111111--*11OUT)
1%-%2%-%1%1%-%1%1%1%1%1%2%-%-%1%2%1%

5101723123-313131243123*4151831NET: High
42%39%70%15%51%53%-%52%55%51%47%51%56%7%43%52%47%52%

223374-77777322277NET: Low
15%9%13%23%12%9%-%12%12%12%14%12%7%41%16%7%17%12%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
466361313744815373112952Unweighted total
5464214*44457154537111261Weighted total

3-3--3-3-33--3Very low
5%-%6%-%-%6%-%4%-%6%7%-%-%4%

4*4*-2-5-55--5Quite low
8%7%10%3%-%4%-%8%-%10%12%-%-%8%

192146*17220615144322Neither low nor high
35%36%34%43%100%39%44%35%41%34%38%38%26%35%

12164-8-14113103114Quite high
23%20%15%31%-%18%-%24%4%28%26%30%5%22%

162143-1421681063818Very high
29%38%34%22%-%32%56%28%51%22%17%28%70%30%

Don't Know (DO NOT READ
1-**-1-11-**-1OUT)
1%-%1%1%-%1%-%1%4%-%*%4%-%1%

284217-22229823167931NET: High
51%57%49%53%-%50%56%52%55%51%43%58%74%52%

7*7*-4-7-77--7NET: Low
12%7%16%3%-%10%-%12%-%16%19%-%-%12%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 163  (continuation)                                                                                                                                                                      Page 1484

The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
1617118-4852Unweighted total
16211211-5661Weighted total

--3--33Very low
-%-%20%-%-%5%4%

*2-2-25Quite low
3%8%-%23%-%4%8%

7842-1922Neither low nor high
47%37%35%16%-%34%35%

3713-1414Quite high
19%32%5%27%-%24%22%

5554-1818Very high
28%22%40%34%-%32%30%

Don't Know (DO NOT READ
**---11OUT)
3%1%-%-%-%1%1%

81267-3131NET: High
47%54%45%62%-%56%52%

*232-57NET: Low
3%8%20%23%-%8%12%

Columns Tested: a,b - a,b,c,d
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The price of the postal services provided by Parcelforce in the last 12 months (QOP47. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on each of the
following aspects:)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22231141342-4328Unweighted total
3311**63753-5436Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----------22Neither low nor high
5%-%-%-%-%-%-%-%-%-%-%-%37%5%

7-----3-1--*37Quite high
20%-%-%-%-%-%100%-%24%-%-%4%63%19%

25*1**6-743-5-27Very high
75%47%100%100%100%100%-%100%76%100%-%96%-%75%

Don't Know (DO NOT READ
-*-----------*OUT)
-%53%-%-%-%-%-%-%-%-%-%-%-%1%

32*1**63753-5333NET: High
95%47%100%100%100%100%100%100%100%100%-%100%63%94%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
13153--3256112116128Unweighted total
1818*--*358213129*36Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----2----2--2Neither low nor high
9%-%-%-%-%-%5%-%-%-%-%100%-%-%5%

34*--*7*--1-5-7Quite high
16%22%34%-%-%34%19%2%-%-%100%-%59%-%19%

1314*--*268213--3*27Very high
72%78%66%-%-%66%75%98%100%100%-%-%36%100%75%

Don't Know (DO NOT READ
*-----*-----*-*OUT)
3%-%-%-%-%-%1%-%-%-%-%-%5%-%1%

1518*--*3382131-9*33NET: High
88%100%100%-%-%100%94%100%100%100%100%-%95%100%94%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--242612111431117-1-1928Unweighted total
--354318121951223-*-2536Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2--2-2----2Neither low nor high
-%-%-%-%-%-%9%-%-%36%-%7%-%-%-%-%5%

--3-1*343-43---77Quite high
-%-%92%-%34%5%15%31%16%-%31%13%-%-%-%26%19%

--*523148163819---1927Very high
-%-%8%100%66%80%76%65%84%64%65%80%-%-%-%74%75%

Don't Know (DO NOT READ
-----*-*--*--*--*OUT)
-%-%-%-%-%14%-%4%-%-%4%-%-%100%-%-%1%

--354317121931222---2533NET: High
-%-%100%100%100%86%91%96%100%64%96%93%-%-%-%100%94%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
325-101872112241828Unweighted total
332-1422729*4142536Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2----22Neither low nor high
-%5%-%-%8%-%6%-%-%-%-%7%5%

25-2525-3--47Quite high
49%16%-%12%24%22%18%-%62%-%-%17%19%

225-1215522-2141927Very high
51%77%-%88%67%71%76%-%38%100%100%76%75%

Don't Know (DO NOT READ
-*--**-*----*OUT)
-%1%-%-%2%7%-%100%-%-%-%-%1%

330-1420727-4142333NET: High
100%93%-%100%90%93%94%-%100%100%100%93%94%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
9281591171516826252223154928Unweighted total

1236191122115199343128281771136Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222--2--2222--22Neither low nor high
-%5%9%15%-%-%11%-%-%5%5%6%6%-%-%14%5%

37*3-434157574*37Quite high
24%19%1%24%-%20%20%21%14%16%22%19%24%22%2%24%19%

9271772161015827222019137727Very high
73%75%88%61%100%78%65%77%86%78%71%73%69%75%98%61%75%

Don't Know (DO NOT READ
***--***-*****--*OUT)
4%1%2%-%-%2%3%2%-%1%1%2%2%3%-%-%1%

123317922013199322925261771033NET: High
96%94%89%85%100%98%86%98%100%94%93%92%93%97%100%86%94%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
31510102816-27242819281824201528Unweighted total
51615143620-34303623362417262136Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2--222222--2-2Neither low nor high
-%10%-%-%5%-%-%5%5%5%7%5%7%-%-%6%-%5%

-43373-777575*-447Quite high
-%26%17%21%19%14%-%20%23%19%22%19%21%29%-%16%19%19%

41012102717-252127162717*7191727Very high
90%63%83%76%75%84%-%74%70%75%69%75%71%71%100%76%79%75%

Don't Know (DO NOT READ
*--***-******--***OUT)

10%-%-%3%1%2%-%1%2%1%2%1%2%-%-%2%2%1%

41515133320-32283321332217232033NET: High
90%90%100%97%94%98%-%94%93%94%91%94%91%100%100%92%98%94%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
253178217-281414148628Unweighted total
3062210225-36221412121136Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-2-2-22--2Neither low nor high
6%-%-%16%-%7%-%5%-%12%14%-%-%5%

7-41-3-77**157Quite high
23%-%18%12%-%11%-%19%31%1%1%10%49%19%

216187221-2715121011627Very high
70%100%80%72%100%83%-%75%69%84%85%86%51%75%

Don't Know (DO NOT READ
*-*----*-*-*-*OUT)
2%-%2%-%-%-%-%1%-%3%-%4%-%1%

286229224-33221211121133NET: High
93%100%98%84%100%93%-%94%100%85%86%96%100%94%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
75106-2728Unweighted total
86138-3336Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

2----22Neither low nor high
20%-%-%-%-%5%5%

*141-77Quite high
2%20%31%16%-%21%19%

6596-2427Very high
78%80%69%78%-%73%75%

Don't Know (DO NOT READ
---*-**OUT)
-%-%-%6%-%1%1%

66137-3133NET: High
80%100%100%94%-%94%94%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by Hermes in the last 12 months (QOP48. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of the following
aspects:)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
20122-1222343325Unweighted total
26**1-23332102327Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-----2Quite low
9%-%-%-%-%-%-%93%-%-%-%-%-%9%

10*-*----3*7*-11Neither low nor high
39%100%-%53%-%-%-%-%100%11%75%8%-%40%

9-**-23*-1-2110Quite high
35%-%100%47%-%100%100%7%-%89%-%83%46%36%

2----------*22Very high
7%-%-%-%-%-%-%-%-%-%-%9%54%7%

Don't Know (DO NOT READ
2---------2--2OUT)
9%-%-%-%-%-%-%-%-%-%25%-%-%9%

11-**-23*-1-2312NET: High
42%-%100%47%-%100%100%7%-%89%-%92%100%43%

2------2-----2NET: Low
9%-%-%-%-%-%-%93%-%-%-%-%-%9%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131210145155111--8-25Unweighted total
11172*11268214--3-27Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----2--2----2Quite low
22%-%-%-%-%-%9%-%-%17%-%-%-%-%9%

19*-**10126--1-11Neither low nor high
13%57%25%-%43%18%41%19%100%44%-%-%25%-%40%

731**194-4--2-10Quite high
63%18%65%100%57%64%34%49%-%26%-%-%75%-%36%

*2*--*2--2----2Very high
2%10%10%-%-%19%6%-%-%13%-%-%-%-%7%

Don't Know (DO NOT READ
-2----22------2OUT)
-%15%-%-%-%-%10%32%-%-%-%-%-%-%9%

751**1104-6--2-12NET: High
65%28%75%100%57%82%40%49%-%39%-%-%75%-%43%

2-----2--2----2NET: Low
22%-%-%-%-%-%9%-%-%17%-%-%-%-%9%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-313351015911510121925Unweighted total
-1*44612141121414*3*1427Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2---22Quite low
-%-%-%-%-%-%19%-%21%-%-%17%-%-%-%18%9%

-*--23565-65-3-311Neither low nor high
-%25%-%-%64%48%43%42%45%-%42%37%-%100%-%21%40%

-1*413*64-64*-*410Quite high
-%75%100%100%36%52%3%44%33%-%44%27%100%-%100%30%36%

------22--2----22Very high
-%-%-%-%-%-%15%13%-%-%13%-%-%-%-%13%7%

Don't Know (DO NOT READ
------2--2-2---22OUT)
-%-%-%-%-%-%20%-%-%100%-%18%-%-%-%18%9%

-1*413284-84*-*612NET: High
-%75%100%100%36%52%18%58%33%-%58%27%100%-%100%43%43%

------2-2--2---22NET: Low
-%-%-%-%-%-%19%-%21%-%-%17%-%-%-%18%9%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
124-187111455221125Unweighted total
*27-1513101854221427Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2----22Quite low
-%9%-%-%19%-%14%-%-%-%-%17%9%

-11-38*112---911Neither low nor high
-%40%-%22%61%3%61%33%-%-%-%65%40%

*9-10*822422*10Quite high
100%35%-%66%1%79%12%34%100%91%100%2%36%

-2-2-2-2-*--2Very high
-%7%-%12%-%19%-%34%-%9%-%-%7%

Don't Know (DO NOT READ
-2--2-2----22OUT)
-%9%-%-%19%-%14%-%-%-%-%17%9%

*11-11*1023422*12NET: High
100%42%-%78%1%97%12%67%100%100%100%2%43%

-2--2-2----22NET: Low
-%9%-%-%19%-%14%-%-%-%-%17%9%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
721205-2016169242219191141025Unweighted total
521244-2316186252219191331127Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2--22-22----2-2Quite low
-%-%10%-%-%10%15%-%39%10%-%-%-%-%81%-%9%

18112-9773810984*611Neither low nor high
31%40%44%37%-%40%44%39%43%34%44%47%42%34%6%55%40%

31010*-107911010887*310Quite high
69%48%39%4%-%42%41%51%19%39%45%40%44%53%8%23%36%

-*2--2-2-2***2*-2Very high
-%1%7%-%-%8%-%10%-%7%1%1%1%13%6%-%7%

Don't Know (DO NOT READ
-2-2-----2222--22OUT)
-%12%-%58%-%-%-%-%-%10%11%13%13%-%-%21%9%

31011*-1171111210889*312NET: High
69%49%46%4%-%49%41%61%19%47%45%41%45%66%13%23%43%

--2--22-22----2-2NET: Low
-%-%10%-%-%10%15%-%39%10%-%-%-%-%81%-%9%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2158132516-24232523252023141825Unweighted total
11710172722-27262726272243111827Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-222-222222----2Quite low
-%14%-%14%9%11%-%9%9%9%9%9%11%-%-%-%-%9%

*9271111-11111111119113811Neither low nor high
33%51%20%39%40%49%-%40%42%40%43%40%44%37%51%27%43%40%

*366106-981010108-18810Quite high
67%20%63%33%36%29%-%35%32%36%38%36%37%-%49%71%42%36%

-*2*2--222-22--**2Very high
-%1%17%1%7%-%-%7%7%7%-%7%8%-%-%2%1%7%

Don't Know (DO NOT READ
-2-222-22222-2--22OUT)
-%14%-%14%9%11%-%9%10%9%10%9%-%63%-%-%13%9%

*486126-111012101210-18812NET: High
67%21%80%34%43%29%-%42%39%43%38%43%45%-%49%73%43%43%

-2-222-222222----2NET: Low
-%14%-%14%9%11%-%9%9%9%9%9%11%-%-%-%-%9%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Table 165  (continuation)                                                                                                                                                                      Page 1499

The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
196177317124916146525Unweighted total
225216317*27918166527Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-22-2--2Quite low
11%-%11%-%-%14%-%9%27%-%15%-%-%9%

926517-113891211Neither low nor high
40%38%26%91%47%41%-%40%30%44%53%9%34%40%

639*26*102834310Quite high
29%62%43%7%53%34%100%35%23%42%17%65%62%36%

2-2*-2-22--2*2Very high
8%-%8%3%-%11%-%7%20%-%-%26%4%7%

Don't Know (DO NOT READ
2-2----2-22--2OUT)

11%-%12%-%-%-%-%9%-%13%15%-%-%9%

8311128*114836312NET: High
38%62%51%9%53%45%100%42%43%42%17%91%66%43%

2-2--2-22-2--2NET: Low
11%-%11%-%-%14%-%9%27%-%15%-%-%9%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
11446-2325Unweighted total
12268-2327Weighted total

-------Very low
-%-%-%-%-%-%-%

2----22Quite low
20%-%-%-%-%10%9%

6*14-1111Neither low nor high
47%8%25%47%-%47%40%

2242-810Quite high
17%92%75%22%-%35%36%

2----22Very high
16%-%-%-%-%8%7%

Don't Know (DO NOT READ
---2--2OUT)
-%-%-%31%-%-%9%

4242-1012NET: High
32%92%75%22%-%43%43%

2----22NET: Low
20%-%-%-%-%10%9%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by FedEx in the last 12 months (QOP49. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the following aspects:)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1012112211--3-14Unweighted total

7*1*11**1--3-9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4---1--*1--1-4Neither low nor high
55%-%-%-%100%-%-%100%100%-%-%47%-%45%

2--*--*----1-2Quite high
22%-%-%100%-%-%38%-%-%-%-%53%-%22%

2*1--1*------3Very high
21%100%100%-%-%89%62%-%-%-%-%-%-%31%

Don't Know (DO NOT READ
*----*-------*OUT)
2%-%-%-%-%11%-%-%-%-%-%-%-%2%

3*1*-1*----1-5NET: High
43%100%100%100%-%89%100%-%-%-%-%53%-%54%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
685-1495-5-11-14Unweighted total
271-*182-3-**-9Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*4*-*-4*-1----4Neither low nor high
9%53%18%-%100%-%48%7%-%39%-%-%-%-%45%

11*--*22-*----2Quite high
42%17%37%-%-%45%21%81%-%5%-%-%-%-%22%

12*--*3*-2-**-3Very high
49%27%28%-%-%34%32%12%-%51%-%100%100%-%31%

Don't Know (DO NOT READ
-**--*---*----*OUT)
-%2%17%-%-%21%-%-%-%5%-%-%-%-%2%

231--142-2-**-5NET: High
91%44%65%-%-%79%52%93%-%56%-%100%100%-%54%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-21-22793295121714Unweighted total
-**-12543244*1*59Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--11131-31-1-14Neither low nor high
-%51%-%-%88%76%24%60%46%-%60%29%-%100%-%25%45%

--*-**11-111---12Quite high
-%-%100%-%13%24%23%17%-%75%17%28%-%-%-%28%22%

------312*12--*23Very high
-%-%-%-%-%-%52%19%54%25%19%43%-%-%100%47%31%

Don't Know (DO NOT READ
-*-----*--*-*---*OUT)
-%49%-%-%-%-%-%4%-%-%4%-%100%-%-%-%2%

--*-**422223--*45NET: High
-%-%100%-%13%24%76%36%54%100%36%71%-%-%100%75%54%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-14-86771122814Unweighted total
-9-63541*1159Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-314*1-1-14Neither low nor high
-%45%-%45%44%73%5%100%-%88%-%28%45%

-2-11-2--*-22Quite high
-%22%-%10%43%-%54%-%-%12%-%35%22%

-3-3*12---123Very high
-%31%-%45%8%24%41%-%-%-%100%37%31%

Don't Know (DO NOT READ
-*--**--*---*OUT)
-%2%-%-%5%3%-%-%100%-%-%-%2%

-5-3214--*145NET: High
-%54%-%55%51%24%95%-%-%12%100%72%54%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
214115-911661413121352714Unweighted total
2973-675399794*59Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1441-343144443*14Neither low nor high
82%45%54%38%-%49%53%53%55%45%47%55%47%72%50%25%45%

-2**-212*2212**12Quite high
-%22%5%5%-%33%10%38%6%22%24%10%24%11%50%28%22%

*332-13*13222*-23Very high
18%31%39%57%-%16%35%9%32%31%28%32%28%12%-%47%31%

Don't Know (DO NOT READ
-**--**-******--*OUT)
-%2%2%-%-%3%2%-%6%2%2%2%2%5%-%-%2%

*532-332154341*45NET: High
18%54%44%62%-%48%45%47%39%54%51%43%51%23%50%75%54%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 166  (continuation)                                                                                                                                                                      Page 1506

The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
19421412-141414141411-291314Unweighted total
*72198-999998-1599Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-31-44-444444--344Neither low nor high
-%42%63%-%45%48%-%45%45%45%45%45%49%-%-%50%47%45%

*1*-22-222221-1222Quite high
100%22%8%-%22%24%-%22%22%22%22%22%17%-%100%34%24%22%

-2*132-333333--123Very high
-%36%21%100%31%28%-%31%31%31%31%31%31%-%-%13%28%31%

Don't Know (DO NOT READ
--*-*--******--***OUT)
-%-%8%-%2%-%-%2%2%2%2%2%2%-%-%3%2%2%

*41154-555554-1345NET: High
100%58%29%100%54%52%-%54%54%54%54%54%49%-%100%47%51%54%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
10411328-1431172514Unweighted total

6363*6-9274149Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3131-3-4-4*134Neither low nor high
42%50%43%47%-%43%-%45%-%55%4%89%71%45%

1111*1-2-22-*2Quite high
9%50%9%53%41%20%-%22%-%28%46%-%5%22%

3-3-*2-3212-13Very high
46%-%45%-%59%34%-%31%90%18%49%-%24%31%

Don't Know (DO NOT READ
*-*--*-**--*-*OUT)
3%-%3%-%-%3%-%2%10%-%-%11%-%2%

3131*3-5234-15NET: High
55%50%54%53%100%54%-%54%90%45%96%-%29%54%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
52711214Unweighted total
117189Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

*-4134Neither low nor high
13%-%55%100%36%45%

**1-22Quite high
13%60%21%-%27%22%

1*2-33Very high
63%40%25%-%37%31%

Don't Know (DO NOT READ
*----*OUT)

12%-%-%-%-%2%

113-55NET: High
75%100%45%-%64%54%

------NET: Low
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 166  (continuation)                                                                                                                                                                      Page 1509

The price of the postal services provided by City Link Post in the last 12 months (QOP410. 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
741---111211-12Unweighted total
72*---*31**2-9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5-*---*3---2-5Neither low nor high
74%-%100%-%-%-%100%100%-%-%-%100%-%59%

**-------*---1Quite high
3%27%-%-%-%-%-%-%-%52%-%-%-%8%

*1-------**--1Very high
5%47%-%-%-%-%-%-%-%48%100%-%-%14%

Don't Know (DO NOT READ
1*------1----2OUT)

19%27%-%-%-%-%-%-%100%-%-%-%-%20%

11-------**--2NET: High
8%73%-%-%-%-%-%-%-%100%100%-%-%21%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 167                                                                                                                                                                                      Page 1510

The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
395--57831----12Unweighted total
261--18612----9Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23*--*53*2----5Neither low nor high
72%54%37%-%-%37%61%50%36%100%-%-%-%-%59%

***--**1------1Quite high
8%8%22%-%-%22%6%10%-%-%-%-%-%-%8%

-1*--*11*-----1Very high
-%19%41%-%-%41%11%13%64%-%-%-%-%-%14%

Don't Know (DO NOT READ
*1----22------2OUT)

20%20%-%-%-%-%22%27%-%-%-%-%-%-%20%

*21--111*-----2NET: High
8%26%63%-%-%63%17%23%64%-%-%-%-%-%21%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 167  (continuation)                                                                                                                                                                      Page 1511

The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2431-293-93-1-112Unweighted total
-142*-253-53-*-*9Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*3---232-32-*-*5Neither low nor high
-%19%83%-%-%-%80%64%50%-%64%50%-%100%-%100%59%

-**----1--1-----1Quite high
-%81%5%-%-%-%-%12%-%-%12%-%-%-%-%-%8%

---1*-*1*-1*----1Very high
-%-%-%32%100%-%20%14%12%-%14%12%-%-%-%-%14%

Don't Know (DO NOT READ
--*1---*1-*1----2OUT)
-%-%12%68%-%-%-%9%38%-%9%38%-%-%-%-%20%

-**1*-*1*-1*----2NET: High
-%81%5%32%100%-%20%27%12%-%27%12%-%-%-%-%21%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 167  (continuation)                                                                                                                                                                      Page 1512

The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-12-6648-113412Unweighted total
-9-3527-**429Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-23-5---325Neither low nor high
-%59%-%50%64%-%77%-%-%-%88%74%59%

-1-**-1----11Quite high
-%8%-%14%3%-%10%-%-%-%-%26%8%

-1-1-1*-***-1Very high
-%14%-%35%-%37%6%-%100%100%12%-%14%

Don't Know (DO NOT READ
-2--21*-----2OUT)
-%20%-%-%33%63%7%-%-%-%-%-%20%

-2-2*11-***12NET: High
-%21%-%50%3%37%16%-%100%100%12%26%21%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 167  (continuation)                                                                                                                                                                      Page 1513

The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
21235-410-4812121291212Unweighted total
1923-48-469996*29Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-522-35-355553-25Neither low nor high
-%59%72%75%-%80%65%-%86%78%59%59%59%54%-%78%59%

*1-1--1-*1111*-*1Quite high
50%8%-%25%-%-%8%-%5%10%8%8%8%3%-%22%8%

-1*--1*-*11111*-1Very high
-%14%7%-%-%20%4%-%9%12%14%14%14%16%100%-%14%

Don't Know (DO NOT READ
*2*---2---2222--2OUT)

50%20%21%-%-%-%22%-%-%-%20%20%20%28%-%-%20%

*2*1-11-112221**2NET: High
50%21%7%25%-%20%13%-%14%22%21%21%21%19%100%22%21%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 167  (continuation)                                                                                                                                                                      Page 1514

The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11012128-121112121211-181012Unweighted total
*8*197-989998-*869Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-5--55-555555-*535Neither low nor high
-%61%-%-%59%68%-%59%62%59%59%59%58%-%100%62%52%59%

-***1*-111111--111Quite high
-%6%100%50%8%2%-%8%8%8%8%8%8%-%-%9%10%8%

*1--1*-111111--111Very high
100%12%-%-%14%5%-%14%9%14%14%14%14%-%-%13%11%14%

Don't Know (DO NOT READ
-2-*22-222222--122OUT)
-%21%-%50%20%25%-%20%21%20%20%20%21%-%-%17%27%20%

*1**21-212222--212NET: High
100%18%100%50%21%7%-%21%17%21%21%21%21%-%-%22%22%21%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
111931811111110-112Unweighted total

8*81*5*8*88-*9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*5*-3-5-55--5Neither low nor high
58%100%60%35%-%63%-%60%-%62%63%-%-%59%

1-**-*-1-11--1Quite high
8%-%6%33%-%9%-%8%-%8%8%-%-%8%

1-1**1*1-11-*1Very high
14%-%12%32%100%19%100%12%-%14%13%-%100%14%

Don't Know (DO NOT READ
2-2--*-2*11--2OUT)

21%-%22%-%-%9%-%21%100%16%16%-%-%20%

2-1**1*2-22-*2NET: High
22%-%18%65%100%28%100%20%-%22%21%-%100%21%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
65-1-1112Unweighted total
44-*-79Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

23-*-55Neither low nor high
44%72%-%100%-%69%59%

1----11Quite high
15%-%-%-%-%9%8%

-1---11Very high
-%28%-%-%-%16%14%

Don't Know (DO NOT READ
2----*2OUT)

41%-%-%-%-%7%20%

11---22NET: High
15%28%-%-%-%25%21%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 167  (continuation)                                                                                                                                                                      Page 1517

The price of the postal services provided by DX in the last 12 months (QOP411. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the following aspects:)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
311---1-1-1--5Unweighted total
4**---3-*-*--4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---------*--*Neither low nor high
10%-%-%-%-%-%-%-%-%-%100%-%-%8%

--*----------*Quite high
-%-%100%-%-%-%-%-%-%-%-%-%-%10%

3*----3-*----4Very high
90%100%-%-%-%-%100%-%100%-%-%-%-%82%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3**---3-*----4NET: High
90%100%100%-%-%-%100%-%100%-%-%-%-%92%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
322--23-1-4---5Unweighted total
411--14-*-4---4Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*----*---*Neither low nor high
-%67%67%-%-%67%-%-%-%-%9%-%-%-%8%

*-----*---*---*Quite high
12%-%-%-%-%-%12%-%-%-%11%-%-%-%10%

3**--*3-*-3---4Very high
88%33%33%-%-%33%88%-%100%-%80%-%-%-%82%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4**--*4-*-4---4NET: High
100%33%33%-%-%33%100%-%100%-%91%-%-%-%92%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--12-2-23-23--115Unweighted total
--*3-1-14-14--*34Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*--*----*Neither low nor high
-%-%-%-%-%67%-%-%10%-%-%10%-%-%-%-%8%

--*----*--*---*-*Quite high
-%-%100%-%-%-%-%53%-%-%53%-%-%-%100%-%10%

---3-*-*3-*3---34Very high
-%-%-%100%-%33%-%47%90%-%47%90%-%-%-%100%82%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*3-*-13-13--*34NET: High
-%-%100%100%-%33%-%100%90%-%100%90%-%-%100%100%92%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
41-5-5-----25Unweighted total
13-4-4-----14Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*-----**Neither low nor high
25%-%-%8%-%8%-%-%-%-%-%43%8%

*--*-*-----**Quite high
33%-%-%10%-%10%-%-%-%-%-%57%10%

13-4-4------4Very high
42%100%-%82%-%82%-%-%-%-%-%-%82%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

13-4-4-----*4NET: High
75%100%-%92%-%92%-%-%-%-%-%57%92%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-411-141215352125Unweighted total
-4**-*1*1*4441*34Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--**-**--*Neither low nor high
-%8%-%100%-%-%25%-%-%100%8%-%8%46%-%-%8%

-*---****-*-*--**Quite high
-%11%-%-%-%100%33%100%53%-%10%-%10%-%-%13%10%

-3*---1-*-444**34Very high
-%81%100%-%-%-%42%-%47%-%82%100%82%54%100%87%82%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4*--*1*1-444**34NET: High
-%92%100%-%-%100%75%100%100%-%92%100%92%54%100%100%92%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-32-53-545551---15Unweighted total
-41-44-444443---34Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--*****-----*Neither low nor high
-%10%-%-%8%-%-%8%9%8%8%8%-%-%-%-%-%8%

--*-**-*****-----*Quite high
-%-%53%-%10%12%-%10%11%10%10%10%-%-%-%-%-%10%

-3*-43-434443---34Very high
-%90%47%-%82%88%-%82%80%82%82%82%100%-%-%-%100%82%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-31-44-444443---34NET: High
-%90%100%-%92%100%-%92%91%92%92%92%100%-%-%-%100%92%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5-1--1-5233115Unweighted total
4-3--3-4144**4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------**-*--*Neither low nor high
8%-%-%-%-%-%-%8%46%-%10%-%-%8%

*------*-*-*-*Quite high
10%-%-%-%-%-%-%10%-%12%-%100%-%10%

4-3--3-4*33-*4Very high
82%-%100%-%-%100%-%82%54%88%90%-%100%82%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-3--3-4*43**4NET: High
92%-%100%-%-%100%-%92%54%100%90%100%100%92%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
12-2-55Unweighted total
*3-1-44Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

---*-**Neither low nor high
-%-%-%43%-%8%8%

---*-**Quite high
-%-%-%57%-%10%10%

*3---44Very high
100%100%-%-%-%82%82%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

*3-*-44NET: High
100%100%-%57%-%92%92%

-------NET: Low
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP413. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes on each of the
following aspects:)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-------2Unweighted total
2---*2-------2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*--------*Quite low
10%-%-%-%100%-%-%-%-%-%-%-%-%10%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2-------2Quite high
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2-------2NET: High
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

*---*--------*NET: Low
10%-%-%-%100%-%-%-%-%-%-%-%-%10%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--111----1-2Unweighted total
2**--*22----*-2Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*------*-*Quite low
-%100%100%-%-%100%-%-%-%-%-%-%100%-%10%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2Quite high
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22------2NET: High
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

-**--*------*-*NET: Low
-%100%100%-%-%100%-%-%-%-%-%-%100%-%10%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-111-11----2Unweighted total
----*-2*2-*2----2Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*--*-----*Quite low
-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%-%10%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2----2Quite high
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2--2----2NET: High
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

----*--*--*-----*NET: Low
-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%-%10%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-111---12Unweighted total
-2-2-*2*---22Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*----*Quite low
-%10%-%10%-%100%-%100%-%-%-%-%10%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2----22Quite high
-%90%-%90%-%-%100%-%-%-%-%100%90%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2----22NET: High
-%90%-%90%-%-%100%-%-%-%-%100%90%

-*-*-*-*----*NET: Low
-%10%-%10%-%100%-%100%-%-%-%-%10%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--211-111--2-2Unweighted total
-**--2**-***--2-2Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--***-***--*-*Quite low
-%100%100%-%-%10%100%100%-%100%100%100%-%-%10%-%10%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2--------2-2Quite high
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2--------2-2NET: High
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

-**--***-***--*-*NET: Low
-%100%100%-%-%10%100%100%-%100%100%100%-%-%10%-%10%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--2-22-222222--1-2Unweighted total
--2-22-222222--*-2Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-******--*-*Quite low
-%-%10%-%10%10%-%10%10%10%10%10%10%-%-%100%-%10%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222222----2Quite high
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222222----2NET: High
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

--*-**-******--*-*NET: Low
-%-%10%-%10%10%-%10%10%10%10%10%10%-%-%100%-%10%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-2--1-2-2-112Unweighted total
2-2--2-2-2-2*2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*----*-*--**Quite low
10%-%10%-%-%-%-%10%-%10%-%-%100%10%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-2-2-2Quite high
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-2-2-2NET: High
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

*-*----*-*--**NET: Low
10%-%10%-%-%-%-%10%-%10%-%-%100%10%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 169  (continuation)                                                                                                                                                                      Page 1532

The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
2---22Weighted total

------Very low
-%-%-%-%-%-%

*---**Quite low
10%-%-%-%10%10%

------Neither low nor high
-%-%-%-%-%-%

2---22Quite high
90%-%-%-%90%90%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2---22NET: High
90%-%-%-%90%90%

*---**NET: Low
10%-%-%-%10%10%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
Table 169  (continuation)                                                                                                                                                                      Page 1533

The price of the postal services provided by TNT Express in the last 12 months (QOP414. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on each of the
following aspects:)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3----1--11---3Unweighted total
2----1--**---2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--------*---*Quite low
13%-%-%-%-%-%-%-%-%100%-%-%-%13%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-------*----*Quite high
11%-%-%-%-%-%-%-%100%-%-%-%-%11%

1----1-------1Very high
76%-%-%-%-%100%-%-%-%-%-%-%-%76%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----1--*----1NET: High
87%-%-%-%-%100%-%-%100%-%-%-%-%87%

*--------*---*NET: Low
13%-%-%-%-%-%-%-%-%100%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122-2-11-1--1-3Unweighted total
*1*-*-1*-1--*-2Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*--*------*Quite low
-%15%56%-%56%-%-%100%-%-%-%-%-%-%13%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*-*Quite high
100%-%44%-%44%-%-%-%-%-%-%-%100%-%11%

-1----1--1----1Very high
-%85%-%-%-%-%100%-%-%100%-%-%-%-%76%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*-*-1--1--*-1NET: High
100%85%44%-%44%-%100%-%-%100%-%-%100%-%87%

-**-*--*------*NET: Low
-%15%56%-%56%-%-%100%-%-%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1--1-112-121--13Unweighted total
-*--*-1*1-*1*--12Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----*--*-----*Quite low
-%100%-%-%-%-%-%100%-%-%100%-%-%-%-%-%13%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*---*--**---*Quite high
-%-%-%-%100%-%-%-%12%-%-%12%100%-%-%-%11%

------1-1--1---11Very high
-%-%-%-%-%-%100%-%88%-%-%88%-%-%-%100%76%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-1-1--1*--11NET: High
-%-%-%-%100%-%100%-%100%-%-%100%100%-%-%100%87%

-*-----*--*-----*NET: Low
-%100%-%-%-%-%-%100%-%-%100%-%-%-%-%-%13%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-21-3----33Unweighted total
-2-1*-2----22Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Quite low
-%13%-%-%100%-%13%-%-%-%-%13%13%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*----**Quite high
-%11%-%12%-%-%11%-%-%-%-%11%11%

-1-1--1----11Very high
-%76%-%88%-%-%76%-%-%-%-%76%76%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1----11NET: High
-%87%-%100%-%-%87%-%-%-%-%87%87%

-*--*-*----**NET: Low
-%13%-%-%100%-%13%-%-%-%-%13%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-322-12-133331-23Unweighted total
-211-*1-*2222*-12Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--******--*Quite low
-%13%15%-%-%100%-%-%100%13%13%13%13%100%-%-%13%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--****--**Quite high
-%11%-%12%-%-%12%-%-%11%11%11%11%-%-%12%11%

-111--1--1111--11Very high
-%76%85%88%-%-%88%-%-%76%76%76%76%-%-%88%76%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-111--1--1111--11NET: High
-%87%85%100%-%-%100%-%-%87%87%87%87%-%-%100%87%

-**--*--******--*NET: Low
-%13%15%-%-%100%-%-%100%13%13%13%13%100%-%-%13%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21122-333333--133Unweighted total
-1**11-222222--*22Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****-******---**Quite low
-%-%100%100%15%15%-%13%13%13%13%13%13%-%-%-%13%13%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----******--***Quite high
-%12%-%-%-%-%-%11%11%11%11%11%11%-%-%100%11%11%

-1--11-111111---11Very high
-%88%-%-%85%85%-%76%76%76%76%76%76%-%-%-%76%76%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111--*11NET: High
-%100%-%-%85%85%-%87%87%87%87%87%87%-%-%100%87%87%

--****-******---**NET: Low
-%-%100%100%15%15%-%13%13%13%13%13%13%-%-%-%13%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3-1211-3123--3Unweighted total
2-1**1-21*2--2Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-**--*Quite low
13%-%-%56%-%-%-%13%-%56%13%-%-%13%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**--*-**--*Quite high
11%-%-%44%100%-%-%11%-%44%11%-%-%11%

1-1--1-11-1--1Very high
76%-%100%-%-%100%-%76%100%-%76%-%-%76%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1**1-11*1--1NET: High
87%-%100%44%100%100%-%87%100%44%87%-%-%87%

*--*---*-**--*NET: Low
13%-%-%56%-%-%-%13%-%56%13%-%-%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Table 170  (continuation)                                                                                                                                                                      Page 1540

The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
111-33Unweighted total
**1-22Weighted total

------Very low
-%-%-%-%-%-%

-*--**Quite low
-%100%-%-%13%13%

------Neither low nor high
-%-%-%-%-%-%

*---**Quite high
100%-%-%-%11%11%

--1-11Very high
-%-%100%-%76%76%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*-1-11NET: High
100%-%100%-%87%87%

-*--**NET: Low
-%100%-%-%13%13%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by TNT Post UK in the last 12 months (QOP415. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Post UK on each of the
following aspects:)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
431011656674345370Unweighted total
612417610165186268Weighted total

*-----------**Very low
*%-%-%-%-%-%-%-%-%-%-%-%10%*%

-*-----------*Quite low
-%5%-%-%-%-%-%-%-%-%-%-%-%*%

3*1--1----*1-3Neither low nor high
5%4%14%-%-%23%-%-%-%-%2%20%-%5%

33*2*5-7101133235Quite high
53%11%58%28%79%-%74%65%26%100%33%52%82%52%

2021115*54-22-24Very high
33%79%28%72%21%75%2%35%74%-%32%28%-%35%

Don't Know (DO NOT READ
5----*3---3-*5OUT)
9%-%-%-%-%3%25%-%-%-%33%-%8%8%

53231758165155259NET: High
86%91%86%100%100%75%75%100%100%100%65%80%82%87%

**----------**NET: Low
*%5%-%-%-%-%-%-%-%-%-%-%10%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

ba*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
343625-61945191252218270Unweighted total
37314-136417*214221368Weighted total

-**--*-*------*Very low
-%1%5%-%-%7%-%1%-%-%-%-%-%-%*%

*-*--*------*-*Quite low
*%-%3%-%-%4%-%-%-%-%-%-%1%-%*%

221-**3***1-*13Neither low nor high
4%6%14%-%28%10%5%1%100%2%34%-%1%45%5%

23132-11337-122211-35Quite high
61%40%50%-%57%47%52%43%-%58%66%100%52%-%52%

12111--1234-8--10224Very high
33%37%20%-%-%27%36%25%-%40%-%-%46%55%35%

Don't Know (DO NOT READ
*5*-**55-*--*-5OUT)
*%17%8%-%16%5%8%29%-%1%-%-%1%-%8%

b

35243-125612-202221259NET: High
95%77%70%-%57%74%88%68%-%97%66%100%98%55%87%

a

***--*-*----*-*NET: Low
*%1%8%-%-%10%-%1%-%-%-%-%1%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*aba*d*c*b*aSignificance Level: 95%
-659814244027340303932770Unweighted total
-2188837283552840*733968Weighted total

-*-----*--*--*--*Very low
-%8%-%-%-%-%-%1%-%-%1%-%-%3%-%-%*%

---*---*--*-----*Quite low
-%-%-%1%-%-%-%*%-%-%*%-%-%-%-%-%*%

--*-12-3*-3*-1-23Neither low nor high
-%-%12%-%18%24%-%11%1%-%11%1%-%22%-%4%5%

-2*74318141931421*232335Quite high
-%79%30%97%57%42%49%49%54%50%49%54%29%33%96%60%52%

-***23131113-1113-3*1124Very high
-%5%42%1%25%34%37%38%38%-%38%33%-%43%4%29%35%

Don't Know (DO NOT READ
-**---5*33*5*--35OUT)
-%7%16%-%-%-%14%1%7%50%1%13%71%-%-%7%8%

-2186632253232535*533559NET: High
-%84%72%99%82%76%86%87%92%50%87%86%29%75%100%89%87%

-*-*---*--*--*--*NET: Low
-%8%-%1%-%-%-%1%-%-%1%-%-%3%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ab*aba*e*d*c*baSignificance Level: 95%
1554-45243237451273970Unweighted total
1651-43233433421433968Weighted total

-*-*--**----*Very low
-%*%-%*%-%-%1%5%-%-%-%-%*%

-*-*--*----**Quite low
-%*%-%*%-%-%*%-%-%-%-%*%*%

13-21221-**23Neither low nor high
3%6%-%5%6%6%5%31%-%1%13%4%5%

1026-211515213-412135Quite high
59%51%-%47%63%43%63%65%-%28%30%56%52%

616-185175-21021024Very high
37%32%-%41%20%51%15%-%85%71%57%27%35%

a

Don't Know (DO NOT READ
-5-33*5-*--55OUT)
-%11%-%6%11%*%16%-%15%-%-%13%8%

b

1642-38193226321433259NET: High
97%83%-%88%83%94%78%65%85%99%87%82%87%

-*-*--**---**NET: Low
-%1%-%1%-%-%1%5%-%-%-%*%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bagfedcba*c*b*aSignificance Level: 95%
206332112545042335864495828162670Unweighted total
1359326*564643235162455425162768Weighted total

***--********--**Very low
1%*%1%-%-%*%*%*%1%*%*%*%*%-%-%1%*%

**---********--**Quite low
1%*%-%-%-%*%*%*%1%*%*%*%*%-%-%*%*%

133*-333333331113Neither low nor high
9%6%9%7%-%6%7%6%15%7%6%8%7%5%4%5%5%

733115*24241713223421307111735Quite high
49%55%34%82%57%43%52%40%56%43%55%47%56%26%73%64%52%

518151*231320622191517154624Very high
38%30%48%11%43%41%29%47%26%44%30%33%31%58%23%20%35%

Don't Know (DO NOT READ
*53--553*35533-35OUT)
1%9%9%-%-%10%12%6%1%6%9%12%5%11%-%9%8%

1250265*483737184453354721152359NET: High
87%85%81%93%100%84%80%87%82%87%85%79%88%83%96%84%87%

***--********--**NET: Low
2%1%1%-%-%1%1%1%1%1%*%1%1%-%-%1%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
63924237047-706669626940111344370Unweighted total
73922266849-686467586734*13284068Weighted total

-*-**--******---**Very low
-%*%-%1%*%-%-%*%*%*%*%*%1%-%-%-%*%*%

-*-***-******--*-*Quite low
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%-%*%

*12132-333233-*323Neither low nor high
2%4%8%5%5%4%-%5%5%5%4%5%8%-%1%10%4%5%

6218113523-353135313518*7132235Quite high
90%53%38%44%52%47%-%52%49%53%53%53%53%100%54%47%55%52%

11410102418-24242222227-6111124Very high
8%36%42%40%35%38%-%35%37%33%38%33%22%-%46%41%27%35%

Don't Know (DO NOT READ
-33355-555355--*55OUT)
-%7%12%10%8%11%-%8%8%8%5%8%16%-%-%1%13%8%

73418225942-595558535826*13243359NET: High
98%89%80%84%87%85%-%87%86%86%91%86%75%100%99%88%82%87%

-*-***-******--***NET: Low
-%1%-%1%*%*%-%*%*%*%1%*%1%-%-%*%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*babac*b*aSignificance Level: 95%
5614391544316930403592570Unweighted total
5118321863616731373472868Weighted total

-*-**--*-**--*Very low
-%1%-%1%3%-%-%*%-%1%1%-%-%*%

*-*--*-*-*--**Quite low
*%-%*%-%-%*%-%*%-%*%-%-%*%*%

3-21-3-331**33Neither low nor high
7%-%5%7%-%8%-%5%9%2%1%2%10%5%

2313215-22-3516191841335Quite high
45%71%66%24%-%61%-%53%52%51%55%66%45%52%

22297681221014921224Very high
43%12%28%39%97%22%100%34%30%39%28%30%44%35%

Don't Know (DO NOT READ
33*5-3-5335*-5OUT)
5%15%*%28%-%8%-%8%9%7%16%2%-%8%

4415301263015826332862559NET: High
88%84%94%64%97%84%100%86%83%90%82%96%89%87%

******-*-**-**NET: Low
*%1%*%1%3%*%-%*%-%1%1%-%*%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*baSignificance Level: 95%
162826-6170Unweighted total
103029-5968Weighted total

-*--**Very low
-%1%-%-%*%*%

--*-**Quite low
-%-%*%-%*%*%

1*3-33Neither low nor high
6%*%10%-%5%5%

21518-2735Quite high
25%51%62%-%45%52%

798-2424Very high
66%31%28%-%40%35%

Don't Know (DO NOT READ
*5--55OUT)
3%17%-%-%9%8%

92426-5159NET: High
91%82%90%-%86%87%

-**-**NET: Low
-%1%*%-%1%*%

Columns Tested: a,b - a,b,c
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The price of the postal services provided by Other (1st) in the last 12 months (QOP498. 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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1---1----125Unweighted total
3-*---2----**3Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----------*-*Quite low
6%-%-%-%-%-%-%-%-%-%-%100%-%5%

*-*---------*1Neither low nor high
6%-%100%-%-%-%-%-%-%-%-%-%54%18%

2-----2------2Quite high
82%-%-%-%-%-%100%-%-%-%-%-%-%72%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-----------**OUT)
5%-%-%-%-%-%-%-%-%-%-%-%46%5%

2-----2------2NET: High
82%-%-%-%-%-%100%-%-%-%-%-%-%72%

*----------*-*NET: Low
6%-%-%-%-%-%-%-%-%-%-%100%-%5%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
413-1222-2--1-5Unweighted total
3*1-**3*-3--*-3Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*-*------*Quite low
6%-%34%-%-%49%-%49%-%-%-%-%-%-%5%

***--***-*----1Neither low nor high
13%100%36%-%-%51%14%51%-%14%-%-%-%-%18%

2-----2--2----2Quite high
76%-%-%-%-%-%86%-%-%86%-%-%-%-%72%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*-*-------*-*OUT)
5%-%30%-%100%-%-%-%-%-%-%-%100%-%5%

2-----2--2----2NET: High
76%-%-%-%-%-%86%-%-%86%-%-%-%-%72%

*-*--*-*------*NET: Low
6%-%34%-%-%49%-%49%-%-%-%-%-%-%5%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11132-3211-25Unweighted total
-**-**213-13**-13Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*--*----**Quite low
-%-%-%-%100%-%-%34%-%-%34%-%-%-%-%31%5%

-*---*-**-**-*-*1Neither low nor high
-%100%-%-%-%100%-%36%14%-%36%14%-%100%-%69%18%

------2-2--2----2Quite high
-%-%-%-%-%-%100%-%86%-%-%86%-%-%-%-%72%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--*----*--*-*---*OUT)
-%-%100%-%-%-%-%30%-%-%30%-%100%-%-%-%5%

------2-2--2----2NET: High
-%-%-%-%-%-%100%-%86%-%-%86%-%-%-%-%72%

----*--*--*----**NET: Low
-%-%-%-%100%-%-%34%-%-%34%-%-%-%-%31%5%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
14-412311-125Unweighted total
*3-3*31**-*33Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-*----**Quite low
-%6%-%-%100%-%34%-%-%-%-%7%5%

**-1-***--*-1Neither low nor high
100%6%-%19%-%14%36%100%-%-%100%-%18%

-2-2-2-----22Quite high
-%82%-%76%-%86%-%-%-%-%-%93%72%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-*--*-*---*OUT)
-%5%-%5%-%-%30%-%100%-%-%-%5%

-2-2-2-----22NET: High
-%82%-%76%-%86%-%-%-%-%-%93%72%

-*--*-*----**NET: Low
-%6%-%-%100%-%34%-%-%-%-%7%5%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2541-453355452125Unweighted total
*31*-333133133**3Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***--*--****--**Quite low
-%5%19%100%-%-%5%-%-%5%5%19%5%-%-%49%5%

*11--11*11111-**1Neither low nor high
54%18%64%-%-%19%18%7%79%18%18%64%18%-%100%51%18%

-2---222-22-22--2Quite high
-%72%-%-%-%76%72%87%-%72%72%-%72%94%-%-%72%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
***--*********--*OUT)

46%5%17%-%-%5%5%6%21%5%5%17%5%6%-%-%5%

-2---222-22-22--2NET: High
-%72%-%-%-%76%72%87%-%72%72%-%72%94%-%-%72%

-***--*--****--**NET: Low
-%5%19%100%-%-%5%-%-%5%5%19%5%-%-%49%5%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-41254-555553-1245Unweighted total
-3**33-333333-**33Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--**-*****--****Quite low
-%6%-%-%5%6%-%5%5%5%5%5%-%-%100%54%6%5%

-***1*-11111*---*1Neither low nor high
-%6%100%54%18%13%-%18%18%18%18%18%7%-%-%-%6%18%

-2--22-222222---22Quite high
-%82%-%-%72%76%-%72%72%72%72%72%87%-%-%-%82%72%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-***-******--***OUT)
-%5%-%46%5%5%-%5%5%5%5%5%6%-%-%46%5%5%

-2--22-222222---22NET: High
-%82%-%-%72%76%-%72%72%72%72%72%87%-%-%-%82%72%

-*--**-*****--****NET: Low
-%6%-%-%5%6%-%5%5%5%5%5%-%-%100%54%6%5%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
231322-5142-35Unweighted total
3121*3-321*-33Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**--*-*--**Quite low
-%34%-%34%49%-%-%5%-%19%-%-%6%5%

**-**--1-1*-*1Neither low nor high
14%36%-%36%51%-%-%18%-%64%54%-%14%18%

2-2--2-22---22Quite high
86%-%100%-%-%94%-%72%100%-%-%-%80%72%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-*-*-*-**--*OUT)
-%30%-%30%-%6%-%5%-%17%46%-%-%5%

2-2--2-22---22NET: High
86%-%100%-%-%94%-%72%100%-%-%-%80%72%

-*-**--*-*--**NET: Low
-%34%-%34%49%-%-%5%-%19%-%-%6%5%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
212-45Unweighted total
1*3-33Weighted total

------Very low
-%-%-%-%-%-%

--*-**Quite low
-%-%7%-%6%5%

**--*1Neither low nor high
72%100%-%-%6%18%

--2-22Quite high
-%-%93%-%82%72%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
*---**OUT)

28%-%-%-%5%5%

--2-22NET: High
-%-%93%-%82%72%

--*-**NET: Low
-%-%7%-%6%5%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP499. 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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--1----------1Unweighted total
--*----------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Quite high
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*NET: High
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-----1--1----1Unweighted total
*-----*--*----*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Quite high
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*NET: High
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-----1--1-1---11Unweighted total
-----*--*-*---**Weighted total

----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**Quite high
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**NET: High
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1----1-1Unweighted total
*--*-*----*-*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*Quite high
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*NET: High
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--11-11111-1-1Unweighted total
-**--**-*****-*-*Weighted total

-----------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*Quite high
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*NET: High
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-11111-----1Unweighted total
--*-**-*****-----*Weighted total

------------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Quite high
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*NET: High
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1------1-1--11Unweighted total
*------*-*--**Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**Quite high
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**NET: High
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
1----1Unweighted total
*----*Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

*----*Quite high
100%-%-%-%-%100%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*----*NET: High
100%-%-%-%-%100%

------NET: Low
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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The price of the postal services provided by Other (3rd) in the last 12 months (QOP4100. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (3rd) on each of the
following aspects:)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



OtherOtherOtherTNT PostTNTPitneyDXCity LinkFedExHermesParcelforceYodelUPSUK MailTNTDHL
(3rd)(2nd)(1st)UKExpressBowesPost

*p*on*m*l*k*j*i*h*gf*ed*cbaSignificance Level: 95%
15703251214252852938114138Unweighted total
*36822499273661743152243Weighted total

--*-------3-2--3Very low
-%-%*%-%-%-%-%-%-%-%4%-%6%-%-%7%

n

-****---2-5*3-33Quite low
-%5%*%13%10%-%-%-%9%-%8%5%7%-%12%7%

nnnn

-13--*5411222*81810Neither low nor high
-%18%5%-%-%8%59%45%40%5%35%3%19%9%37%24%

nnnn

*235*2*121071441610719Quite high
100%72%52%11%90%10%8%22%36%19%22%64%38%70%30%43%

bff

--241-4132271828348Very high
-%-%35%76%-%82%14%31%7%75%30%28%20%22%18%18%

Don't Know (DO NOT READ
-*5---2*2*1-5-11OUT)
-%5%8%-%-%-%20%2%9%1%1%-%12%-%3%2%

f

*25912425123331625131126NET: High
100%72%87%87%90%92%21%54%43%94%52%92%57%91%48%61%

abdf

-****---2-7*5-36NET: Low
-%5%*%13%10%-%-%-%9%-%12%5%12%-%12%13%

nnnn
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p

Ofcom; Business Postal Tracker
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QOP4. SUMMARY. QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5C] on each of the following aspects:
The price of the postal services provided by [QV5C] in the last 12 months
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3061111463355238Unweighted total
412***28822136243Weighted total

1-------1----1Very dissatisfied
3%-%-%-%-%-%-%-%78%-%-%-%-%3%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*1--*------*-1dissatisfied
1%50%-%-%100%-%-%-%-%-%-%3%-%3%

301----83**134231Fairly satisfied
73%50%-%-%-%-%100%33%22%13%100%76%90%71%

10-**-2-5-1-1*10Very satisfied
24%-%100%100%-%100%-%67%-%87%-%21%10%23%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

391**-288*2136240NET: Satisfied
96%50%100%100%-%100%100%100%22%100%100%97%100%94%

1-------1----1NET: Dissatisfied
3%-%-%-%-%-%-%-%78%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2414153482392111-10138Unweighted total
21222*1141153152-6143Weighted total

1-----11------1Very dissatisfied
6%-%-%-%-%-%3%8%-%-%-%-%-%-%3%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1-*-**1--1--*-1dissatisfied
6%-%18%-%23%22%2%-%-%6%-%-%8%-%3%

13181***30102112-5-31Fairly satisfied
60%81%43%39%53%39%73%65%57%76%100%-%89%-%71%

641***9413--*110Very satisfied
27%19%38%61%23%39%22%27%43%18%-%-%3%100%23%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

18222*1138143142-5140NET: Satisfied
88%100%82%100%77%78%95%92%100%94%100%-%92%100%94%

1-----11------1NET: Dissatisfied
6%-%-%-%-%-%3%8%-%-%-%-%-%-%3%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-23451492014420186521038Unweighted total
-*33513161521715281411943Weighted total

-----1--1--1----1Very dissatisfied
-%-%-%-%-%10%-%-%6%-%-%5%-%-%-%-%3%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--**1-*11-11*-**1dissatisfied
-%-%15%6%11%-%1%5%3%-%5%2%50%-%53%2%3%

--3-4813101651021*2*1531Fairly satisfied
-%-%85%-%89%57%84%66%74%76%66%74%20%46%47%79%71%

-*-3-4244245*2-410Very satisfied
-%100%-%94%-%33%15%29%18%24%29%19%31%54%-%19%23%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*3341216141971426*4*1940NET: Satisfied
-%100%85%94%89%90%99%95%91%100%95%93%50%100%47%98%94%

-----1--1--1----1NET: Dissatisfied
-%-%-%-%-%10%-%-%6%-%-%5%-%-%-%-%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
137-1622102852342238Unweighted total
340-162711329*212843Weighted total

-1--1-1----11Very dissatisfied
-%3%-%-%5%-%4%-%-%-%-%5%3%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1-*1*1*-**11dissatisfied
-%3%-%3%3%3%3%2%-%25%16%2%3%

328-12198236*1*2031Fairly satisfied
100%69%-%71%71%73%71%70%42%66%58%73%71%

-10-46372***610Very satisfied
-%25%-%26%21%24%22%28%58%10%26%20%23%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

337-162510308*112640NET: Satisfied
100%94%-%97%92%97%93%98%100%75%84%93%94%

-1--1-1----11NET: Dissatisfied
-%3%-%-%5%-%4%-%-%-%-%5%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*ag*f*edcba*c*b*aSignificance Level: 95%
11372816-20311315333734371252138Unweighted total

5402918-2130815324034401482043Weighted total

111--111-11-11--1Very dissatisfied
24%3%4%-%-%6%4%16%-%4%3%-%3%9%-%-%3%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*11*-11111111*-11dissatisfied
5%3%4%2%-%4%4%15%7%4%3%4%3%3%-%4%3%

2282113-15205821282528961631Fairly satisfied
39%69%72%75%-%69%67%63%58%65%69%74%69%61%71%78%71%

21064-47*591071042410Very satisfied
32%25%20%23%-%21%25%6%35%27%25%22%25%27%29%18%23%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4372718-1928514293733371381940NET: Satisfied
71%94%92%98%-%90%92%69%93%92%94%96%94%88%100%96%94%

111--111-11-11--1NET: Dissatisfied
24%3%4%-%-%6%4%16%-%4%3%-%3%9%-%-%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 175  (continuation)                                                                                                                                                                      Page 1571

DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*baSignificance Level: 95%
52211153727-38363838383214273338Unweighted total
72314124332-43404343433325273543Weighted total

-1--1--111111---11Very dissatisfied
-%6%-%-%3%-%-%3%3%3%3%3%4%-%-%-%4%3%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-11111-111111--111dissatisfied
-%3%5%6%3%2%-%3%3%3%3%3%4%-%-%3%2%3%

51511113026-31313131312223212531Fairly satisfied
78%65%78%88%71%83%-%71%76%71%71%71%67%100%69%76%72%71%

1621105-1071010108-16710Very satisfied
22%26%17%6%23%15%-%23%18%23%23%23%25%-%31%20%21%23%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

72113114031-40384040403025263240NET: Satisfied
100%91%95%94%94%98%-%94%94%94%94%94%92%100%100%97%94%94%

-1--1--111111---11NET: Dissatisfied
-%6%-%-%3%-%-%3%3%3%3%3%4%-%-%-%4%3%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
3442611225137830236838Unweighted total
4122812*27*4313302741043Weighted total

-11----1-11--1Very dissatisfied
-%61%5%-%-%-%-%3%-%4%5%-%-%3%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1111-1-1-11-*1dissatisfied
2%30%2%5%-%3%-%3%-%4%4%-%4%3%

31-199*16-31724203731Fairly satisfied
75%-%67%74%62%61%-%71%51%80%72%92%78%71%

10*73*10*10635*210Very satisfied
24%8%26%21%38%36%100%22%49%11%20%8%18%23%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

40*2611*26*401327254940NET: Satisfied
98%8%93%95%100%97%100%94%100%91%92%100%96%94%

-11----1-11--1NET: Dissatisfied
-%61%5%-%-%-%-%3%-%4%5%-%-%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1886612938Unweighted total
1979813543Weighted total

-1--1-1Very dissatisfied
-%18%-%-%100%-%3%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
11---*1dissatisfied
4%8%-%-%-%1%3%

12577-2531Fairly satisfied
61%75%80%82%-%72%71%

7-21-1010Very satisfied
35%-%20%18%-%27%23%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

18598-3540NET: Satisfied
96%75%100%100%-%99%94%

-1--1-1NET: Dissatisfied
-%18%-%-%100%-%3%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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DHL (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DHL and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
24764-4511314541Unweighted total
17222-353*1*1422Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Fairly dissatisfied
-%26%-%-%-%-%-%-%-%-%-%-%-%2%

Neither satisfied nor
3*-*-*2--*---3dissatisfied

17%6%-%26%-%10%45%-%-%31%-%-%-%16%

8111-31-*-*1311Fairly satisfied
47%49%46%74%-%90%10%-%100%-%100%74%90%49%

6*1---23-*-**7Very satisfied
34%18%54%-%-%-%46%100%-%69%-%26%5%32%

Don't Know (DO NOT READ
*-----------**OUT)
1%-%-%-%-%-%-%-%-%-%-%-%5%1%

14121-333***1418NET: Satisfied
82%68%100%74%-%90%55%100%100%69%100%100%95%81%

-*-----------*NET: Dissatisfied
-%26%-%-%-%-%-%-%-%-%-%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
18232329121812-72114341Unweighted total
11124*22187-2**6422Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*-----*-*Fairly dissatisfied
4%-%-%-%-%-%3%-%-%-%-%-%8%-%2%

Neither satisfied nor
311-**33-*--1-3dissatisfied

24%8%16%-%21%14%16%37%-%8%-%-%10%-%16%

472*1191-1**4211Fairly satisfied
42%56%46%100%36%44%50%19%-%68%78%100%68%41%49%

341-1163-1*-127Very satisfied
30%34%33%-%43%32%32%41%-%24%22%-%14%59%32%

Don't Know (DO NOT READ
-**--*-*------*OUT)
-%2%5%-%-%10%-%3%-%-%-%-%-%-%1%

8103*11154-2**5418NET: Satisfied
72%90%79%100%79%76%82%60%-%92%100%100%82%100%81%

*-----*-----*-*NET: Dissatisfied
4%-%-%-%-%-%3%-%-%-%-%-%8%-%2%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-45310811261322615673941Unweighted total
-11123141110111111311022Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--*--*--*Fairly dissatisfied
-%-%-%-%-%15%-%4%-%-%4%-%-%17%-%-%2%

Neither satisfied nor
-1-***23*-3****-3dissatisfied
-%63%-%22%5%5%17%30%2%-%30%2%31%12%45%-%16%

--1-22664165*21511Fairly satisfied
-%-%100%-%72%57%46%51%44%100%51%48%18%61%55%47%49%

-*-111526-26**-57Very satisfied
-%18%-%78%23%23%37%14%55%-%14%50%51%4%-%53%32%

Don't Know (DO NOT READ
-*-----*--*--*--*OUT)
-%19%-%-%-%-%-%2%-%-%2%-%-%7%-%-%1%

-*11231171017111211018NET: Satisfied
-%18%100%78%95%80%83%64%98%100%64%98%69%65%55%100%81%

-----*-*--*--*--*NET: Dissatisfied
-%-%-%-%-%15%-%4%-%-%4%-%-%17%-%-%2%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 176  (continuation)                                                                                                                                                                      Page 1577

TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
338-241715261-7112041Unweighted total
121-1671210*-251522Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*---*--*Fairly dissatisfied
35%-%-%3%-%4%-%-%-%31%-%-%2%

Neither satisfied nor
-3-3131---3*3dissatisfied
-%17%-%17%12%22%8%-%-%-%66%1%16%

*11-9255--*1911Fairly satisfied
34%50%-%57%31%46%53%-%-%22%26%60%49%

*7-3434--1*67Very satisfied
30%32%-%22%56%27%37%-%-%48%8%39%32%

Don't Know (DO NOT READ
-*-*--**----*OUT)
-%1%-%1%-%-%2%100%-%-%-%-%1%

117-12699--121518NET: Satisfied
65%82%-%79%88%74%90%-%-%69%34%99%81%

*--*-*---*--*NET: Dissatisfied
35%-%-%3%-%4%-%-%-%31%-%-%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*bag*f*edcba*c*b*aSignificance Level: 95%
1740264332362616363931387102441Unweighted total

52215112018141020201520351422Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***--*-*-****--**Fairly dissatisfied
9%2%3%-%-%2%-%3%-%2%2%3%2%-%-%3%2%

Neither satisfied nor
*33--33113313*3*3dissatisfied
5%16%23%-%-%17%19%6%7%17%17%7%17%5%61%2%16%

31171191186996932611Fairly satisfied
56%49%46%100%78%44%57%59%61%43%45%41%44%83%33%47%49%

174-*74437777**67Very satisfied
25%32%27%-%22%35%23%29%31%36%35%47%35%12%7%46%32%

g

Don't Know (DO NOT READ
***--********--**OUT)
4%1%1%-%-%1%1%1%2%1%1%1%1%-%-%1%1%

4181111161512916161316321318NET: Satisfied
82%81%73%100%100%79%80%89%91%80%80%88%79%95%39%93%81%

***--*-*-****--**NET: Dissatisfied
9%2%3%-%-%2%-%3%-%2%2%3%2%-%-%3%2%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*baSignificance Level: 95%
72014174129-41374137413115253241Unweighted total
481052215-22212219221822151522Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****-*****-----*Fairly dissatisfied
-%-%5%9%2%3%-%2%2%2%3%2%-%-%-%-%-%2%

Neither satisfied nor
**3*3*-333333-1313dissatisfied
4%1%32%6%16%2%-%16%15%16%19%16%15%-%39%21%4%16%

1463118-1111118118216811Fairly satisfied
26%53%56%57%49%53%-%49%51%49%44%49%48%100%36%38%54%49%

341177-777676-*667Very satisfied
69%44%7%25%32%43%-%32%31%32%34%32%36%-%25%41%41%32%

Don't Know (DO NOT READ
-*-**--******---**OUT)
-%2%-%4%1%-%-%1%1%1%1%1%1%-%-%-%1%1%

48641815-18171814181521121418NET: Satisfied
96%96%63%81%81%95%-%81%82%81%78%81%84%100%61%79%95%81%

--****-*****-----*NET: Dissatisfied
-%-%5%9%2%3%-%2%2%2%3%2%-%-%-%-%-%2%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*ba*c*b*aSignificance Level: 95%
301127111241401031286741Unweighted total
166165*13*22418131822Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*-*-*Fairly dissatisfied
3%-%-%-%-%-%-%2%-%3%-%35%-%2%

Neither satisfied nor
*3*3-3-3-31*23dissatisfied
2%53%3%62%-%23%-%16%-%19%7%13%32%16%

92101-9-11385*511Fairly satisfied
53%40%61%17%-%66%-%50%71%45%41%30%67%49%

7*61-1*7167**7Very satisfied
42%5%37%17%-%10%100%31%29%33%50%22%1%32%

Don't Know (DO NOT READ
-*-**--*-**--*OUT)
-%3%-%4%100%-%-%1%-%1%1%-%-%1%

153162-10*18414121518NET: Satisfied
95%44%97%34%-%77%100%81%100%77%92%52%68%81%

*------*-*-*-*NET: Dissatisfied
3%-%-%-%-%-%-%2%-%3%-%35%-%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
144101313741Unweighted total

7267*2122Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

*----**Fairly dissatisfied
7%-%-%-%-%2%2%

Neither satisfied nor
3--**33dissatisfied

46%-%-%7%100%13%16%

3233-1111Fairly satisfied
41%100%40%49%-%52%49%

*-43-77Very satisfied
6%-%57%44%-%32%32%

Don't Know (DO NOT READ
--*--**OUT)
-%-%3%-%-%1%1%

3266-1818NET: Satisfied
47%100%97%93%-%84%81%

*----**NET: Dissatisfied
7%-%-%-%-%2%2%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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TNT (use only if no distinction made between ‘TNT Express’ & 'TNT Post UK')  (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are
you with the overall service you receive from ...?)
Base: All of the respondents who use TNT and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101--11-32--1211Unweighted total
14*--12-53--2215Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3-------1---23dissatisfied

20%-%-%-%-%-%-%-%50%-%-%-%90%20%

8*--12-5----*9Fairly satisfied
57%100%-%-%100%100%-%93%-%-%-%-%10%58%

3------*1--2-3Very satisfied
23%-%-%-%-%-%-%7%50%-%-%100%-%22%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11*--12-51--2*12NET: Satisfied
80%100%-%-%100%100%-%100%50%-%-%100%10%80%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
562-2-92-5-13-11Unweighted total
681-1-143-6-24-15Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
21----32-1----3dissatisfied

27%15%-%-%-%-%21%51%-%23%-%-%-%-%20%

36*-*-8--4-23-9Fairly satisfied
47%67%35%-%35%-%59%-%-%71%-%100%69%-%58%

22*-*-32-*--1-3Very satisfied
26%18%65%-%65%-%20%49%-%6%-%-%31%-%22%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

571-1-112-4-24-12NET: Satisfied
73%85%100%-%100%-%79%49%-%77%-%100%100%-%80%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
---1-5474-74121511Unweighted total
---*-5887-87*12915Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----2-12-12----3dissatisfied
-%-%-%-%-%31%-%16%24%-%16%24%-%-%-%-%20%

-----2654-54-1269Fairly satisfied
-%-%-%-%-%44%80%62%54%-%62%54%-%100%100%69%58%

---*-1222-22*--33Very satisfied
-%-%-%100%-%25%20%21%23%-%21%23%100%-%-%31%22%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-4865-65*12912NET: Satisfied
-%-%-%100%-%69%100%84%76%-%84%76%100%100%100%100%80%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
29-7474122-611Unweighted total
213-10596*31-1115Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
12-1212-1--23dissatisfied

73%13%-%13%35%14%28%-%50%-%-%15%20%

*8-7163*-*-89Fairly satisfied
27%63%-%71%32%67%45%100%-%57%-%71%58%

-3-2222-1*-23Very satisfied
-%25%-%16%33%19%27%-%50%43%-%14%22%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*11-9384*11-912NET: Satisfied
27%87%-%87%65%86%72%100%50%100%-%85%80%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2873-88531086831711Unweighted total
21084-1013841310610321015Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2232-131-322212-3dissatisfied

78%17%38%37%-%12%23%16%-%22%17%30%17%46%100%-%20%

*621-78549626*-89Fairly satisfied
22%63%25%29%-%71%64%68%100%65%63%35%63%7%-%81%58%

-232-221-22221-23Very satisfied
-%20%37%35%-%16%12%16%-%13%20%35%20%47%-%19%22%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*853-91074108481-1012NET: Satisfied
22%83%62%63%-%88%77%84%100%78%83%70%83%54%-%100%80%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-742117-1110118116125711Unweighted total
-1142159-151315101511*26915Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--3232-323232--223dissatisfied
-%-%81%78%20%18%-%20%12%20%17%20%15%-%-%26%18%20%

-81*96-999696*2469Fairly satisfied
-%71%19%22%58%68%-%58%64%58%63%58%58%100%82%68%61%58%

-3--31-333233-**23Very satisfied
-%29%-%-%22%14%-%22%24%22%20%22%27%-%18%6%21%22%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-111*127-1212128129*25712NET: Satisfied
-%100%19%22%80%82%-%80%88%80%83%80%85%100%100%74%82%80%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
8372-6-115621811Unweighted total

10494-7-15693*1115Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
122--2-33---33dissatisfied

12%38%18%-%-%25%-%20%48%-%-%-%26%20%

6344-2-927-*89Fairly satisfied
57%62%47%100%-%27%-%58%30%78%-%100%71%58%

3-3--3-3123-*3Very satisfied
31%-%35%-%-%48%-%22%21%22%100%-%3%22%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9374-5-12393*812NET: Satisfied
88%62%82%100%-%75%-%80%52%100%100%100%74%80%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
13341911Unweighted total
*54521315Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
-3--213dissatisfied
-%64%-%-%100%10%20%

*234-89Fairly satisfied
100%36%64%69%-%65%58%

--22-33Very satisfied
-%-%36%31%-%25%22%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

*245-1212NET: Satisfied
100%36%100%100%-%90%80%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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UK Mail (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UK Mail and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3024225342244438Unweighted total
4012116672183543Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3---*--2----*3dissatisfied
7%-%-%-%12%-%-%33%-%-%-%-%4%6%

201*-1262-*8-122Fairly satisfied
51%100%26%-%88%25%100%33%-%15%98%-%27%50%

17-11-5-321*3319Very satisfied
42%-%74%100%-%75%-%35%100%85%2%100%69%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3712116652183441NET: Satisfied
93%100%100%100%88%100%100%67%100%100%100%100%96%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
211710244286121--7138Unweighted total
23202*11425227--6343Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*2*-**2-----3-3dissatisfied
2%12%20%-%22%26%6%-%-%-%-%-%41%-%6%

148*-**212-15--2322Fairly satisfied
59%40%21%-%28%24%52%33%-%57%-%-%28%100%50%

9101***184212--2-19Very satisfied
40%48%59%100%50%50%43%67%100%43%-%-%32%-%43%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23181*11395227--4341NET: Satisfied
98%88%80%100%78%74%94%100%100%100%-%-%59%100%94%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-43649112710127111341238Unweighted total
-44441312271522716*331843Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*2--3--3-*--23dissatisfied
-%-%-%9%59%-%-%10%-%-%10%-%100%-%-%13%6%

-332172174-174-3-922Fairly satisfied
-%83%68%62%31%58%15%64%31%-%64%28%-%94%-%47%50%

-111*5107102712-*3719Very satisfied
-%17%32%28%10%42%85%26%69%100%26%72%-%6%100%40%43%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-44321312241522416-331641NET: Satisfied
-%100%100%91%41%100%100%90%100%100%90%100%-%100%100%87%94%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
335-23151721104441438Unweighted total
440-25181924126511843Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-3-3*3**-2*-3dissatisfied
-%7%-%10%1%13%1%1%-%51%14%-%6%

418-11101111941-622Fairly satisfied
95%46%-%45%58%57%44%78%75%14%-%33%50%

*19-12761321211219Very satisfied
5%47%-%45%41%29%55%20%25%35%86%67%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

437-23181724126211841NET: Satisfied
100%93%-%90%99%87%99%99%100%49%86%100%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*edc*ba*c*b*aSignificance Level: 95%
1233276129261916333428341771438Unweighted total

8333052353020163635293514121743Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*3*--333*3333-2*3dissatisfied
5%8%1%-%-%8%9%14%2%8%8%10%8%-%20%2%6%

31917*-20149101719161997622Fairly satisfied
43%56%58%10%-%56%47%45%61%48%54%56%54%63%59%34%50%

412124213138616131013531119Very satisfied
52%36%41%90%100%36%44%41%37%44%39%34%39%37%21%64%43%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7313052332717163332263214101741NET: Satisfied
95%92%99%100%100%92%91%86%98%92%92%90%92%100%80%98%94%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cb*a*fedcbac*b*a*b*aSignificance Level: 95%
22313123727-3836383538341-202738Unweighted total
33010144229-4340434043372-222943Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*2**3*-333333--3*3dissatisfied
6%8%2%3%7%1%-%6%7%6%7%6%7%-%-%13%1%6%

3145102215-2222222122162-161722Fairly satisfied
94%45%50%69%52%51%-%50%54%50%54%50%42%100%-%72%58%50%

-14541714-191619161919--31219Very satisfied
-%47%48%29%41%48%-%43%39%43%39%43%50%-%-%15%40%43%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

32810143928-4137413741342-192841NET: Satisfied
94%92%98%97%93%99%-%94%93%94%93%94%93%100%-%87%99%94%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
3172783253351424228738Unweighted total
35930104322411924297543Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*2*2-3-33*-3*3dissatisfied
1%28%1%24%-%9%-%7%14%1%-%36%3%6%

184171-17220814152322Fairly satisfied
51%45%57%13%-%54%92%48%40%58%52%24%52%50%

162126412*19910143219Very satisfied
48%27%42%63%100%37%8%45%47%41%48%39%44%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3462984292381724295541NET: Satisfied
99%72%99%76%100%91%100%93%86%99%100%64%97%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
1857813538Unweighted total
16891124143Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
3--*2-3dissatisfied

16%-%-%2%100%-%6%

4846-2222Fairly satisfied
24%95%47%58%-%54%50%

9*54-1919Very satisfied
59%5%53%40%-%46%43%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

138910-4141NET: Satisfied
84%100%100%98%-%100%94%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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UPS (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use UPS and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7--211--13-1-9Unweighted total
6--112--*2-1-7Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1----------1-1dissatisfied

20%-%-%-%-%-%-%-%-%-%-%100%-%19%

3--*12--**---4Fairly satisfied
56%-%-%22%100%100%-%-%100%11%-%-%-%53%

1--*-----1---2Very satisfied
24%-%-%78%-%-%-%-%-%89%-%-%-%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5--112--*2---6NET: Satisfied
80%-%-%100%100%100%-%-%100%100%-%-%-%81%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
364-1352-31-2-9Unweighted total
341-**6*-3*-2-7Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1----1-------1dissatisfied
-%36%-%-%-%-%21%-%-%-%-%-%-%-%19%

3**--*3*-2--2-4Fairly satisfied
100%9%68%-%-%100%51%37%-%59%-%-%100%-%53%

-2*-*-2*-1*---2Very satisfied
-%56%32%-%100%-%28%63%-%41%100%-%-%-%29%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

321-**5*-3*-2-6NET: Satisfied
100%64%100%-%100%100%79%100%-%100%100%-%100%-%81%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1-2-3363-6311-59Unweighted total
-*-1-2434-3421-37Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----1-1--1--1--1dissatisfied
-%-%-%-%-%80%-%39%-%-%39%-%-%100%-%-%19%

---*-*3*3-*32--24Fairly satisfied
-%-%-%12%-%20%87%15%87%-%15%87%100%-%-%50%53%

-*-1--*1*-1*---22Very satisfied
-%100%-%88%-%-%13%46%13%-%46%13%-%-%-%50%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-1-*424-242--36NET: Satisfied
-%100%-%100%-%20%100%61%100%-%61%100%100%-%-%100%81%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 179  (continuation)                                                                                                                                                                      Page 1601

Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
18-5454-11259Unweighted total
15-5252-*1147Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1-1-1---1--1dissatisfied
-%24%-%27%-%27%-%-%-%100%-%-%19%

12-3*3*-*-*34Fairly satisfied
100%40%-%73%6%73%6%-%100%-%12%82%53%

-2--2-2---112Very satisfied
-%37%-%-%94%-%94%-%-%-%88%18%29%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

14-3232-*-146NET: Satisfied
100%76%-%73%100%73%100%-%100%-%100%100%81%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2841-854578774149Unweighted total
352*-643355543*47Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
111--111111111--1dissatisfied

50%24%59%-%-%20%34%44%36%24%24%24%31%44%-%-%19%

-2*--42*22222**34Fairly satisfied
-%40%8%-%-%57%54%12%57%38%40%38%52%5%100%87%53%

121*-1*1*22211-*2Very satisfied
50%37%33%100%-%23%13%44%6%38%37%38%17%52%-%13%29%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

141*-522244432*46NET: Satisfied
50%76%41%100%-%80%66%56%64%76%76%76%69%56%100%100%81%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
135295-989897--469Unweighted total
214274-777574--347Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--1-11-111111--111dissatisfied
-%-%29%-%19%36%-%19%19%19%24%19%34%-%-%40%32%19%

2*2142-43424*--*24Fairly satisfied
100%43%37%87%53%45%-%53%51%53%40%53%13%-%-%6%50%53%

-*1*21-222222--212Very satisfied
-%57%34%13%29%20%-%29%30%29%37%29%53%-%-%55%18%29%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

213262-656462--236NET: Satisfied
100%100%71%100%81%64%-%81%81%81%76%81%66%-%-%60%68%81%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
815316-9454329Unweighted total
7*2323-7342237Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1-1--1-1-1-1-1dissatisfied

19%-%57%-%-%36%-%19%-%33%-%80%-%19%

3**22*-422**34Fairly satisfied
51%100%22%53%100%14%-%53%58%48%8%20%100%53%

2-*1-2-2112--2Very satisfied
30%-%21%47%-%50%-%29%42%18%92%-%-%29%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*1322-6332*36NET: Satisfied
81%100%43%100%100%64%-%81%100%67%100%20%100%81%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
4221-89Unweighted total
2221-77Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
---1-11dissatisfied
-%-%-%100%-%19%19%

*21--34Fairly satisfied
17%100%87%-%-%52%53%

2-*--22Very satisfied
83%-%13%-%-%29%29%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

222--56NET: Satisfied
100%100%100%-%-%81%81%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Yodel (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Yodel and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3476534255433552Unweighted total
53322455115485661Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3*-*----1---13dissatisfied
5%16%-%19%-%-%-%-%23%-%-%-%21%6%

3321113563155337Fairly satisfied
62%56%42%59%32%65%100%50%53%31%68%100%58%60%

1811*32-6133-121Very satisfied
34%29%58%22%68%35%-%50%24%69%32%-%21%34%

51322455114485557NET: Satisfied
95%84%100%81%100%100%100%100%77%100%100%100%79%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
232961-546141172-12452Unweighted total
27341*-160142241-12661Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3*----31-1--1-3dissatisfied

11%1%-%-%-%-%6%9%-%4%-%-%10%-%6%

1719*--*3682131-7437Fairly satisfied
64%58%45%-%-%55%61%53%100%57%100%-%57%71%60%

7141*-*206-9--4221Very satisfied
25%41%55%100%-%45%34%39%-%40%-%-%33%29%34%

24331*-156132231-11657NET: Satisfied
89%99%100%100%-%100%94%91%100%96%100%-%90%100%94%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-22171521272052725-352252Unweighted total
-12*41430322273229-353161Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*-3*-3--3---*33dissatisfied
-%-%27%-%58%3%-%11%-%-%11%-%-%-%9%9%6%

---*1919201242017-3*1837Fairly satisfied
-%-%-%100%29%66%64%63%55%68%63%58%-%100%6%59%60%

-11-14118102812--41021Very satisfied
-%100%73%-%13%31%36%27%45%32%27%42%-%-%85%32%34%

-11*21430282272829-352857NET: Satisfied
-%100%73%100%42%97%100%89%100%100%89%100%-%100%91%91%94%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*a*ba*ba*e*d*c*b*aSignificance Level: 95%
349-1537114167362852Unweighted total
556-1842144799353361Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-3-22221-**13dissatisfied
-%6%-%9%4%12%4%14%-%16%8%4%6%

432-122492875312037Fairly satisfied
91%58%-%68%57%66%59%81%56%84%18%61%60%

*20-416318*4-41221Very satisfied
9%36%-%23%39%22%38%5%44%-%74%35%34%

553-1741124589353257NET: Satisfied
100%94%-%91%96%88%96%86%100%84%92%96%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 180  (continuation)                                                                                                                                                                      Page 1610

Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*bag*f*edcba*c*b*aSignificance Level: 95%
13452316-34382320434536422491952Unweighted total
13472518-423525215446373926132361Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1321-222223333-*3dissatisfied

10%7%7%7%-%5%6%7%8%4%7%9%9%12%-%2%6%

5291413-242316113328242412101537Fairly satisfied
39%63%56%71%-%56%65%63%53%61%62%66%62%47%79%65%60%

71494-1610881914911113721Very satisfied
51%30%37%22%-%39%29%31%39%35%31%25%29%41%21%33%34%

12432317-403323205242343623132257NET: Satisfied
90%93%93%93%-%95%94%93%92%96%93%91%91%88%100%98%94%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 180  (continuation)                                                                                                                                                                      Page 1611

Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*cba*fedcbac*b*a*baSignificance Level: 95%
102616125137-52495144513947283652Unweighted total
112624136044-615760506041611283961Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-3*332-333333--323dissatisfied
-%11%2%23%6%4%-%6%6%6%7%6%8%-%-%11%4%6%

11121473728-373337353718611182437Fairly satisfied
95%45%61%53%61%63%-%60%58%61%71%61%43%93%100%65%63%60%

111932014-212120112020*-71321Very satisfied
5%44%37%24%33%33%-%34%36%33%22%33%48%7%-%25%33%34%

112323105742-575457465738611253757NET: Satisfied
100%89%98%77%94%96%-%94%94%94%93%94%92%100%100%89%96%94%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*ba*bac*b*aSignificance Level: 95%
466361313744815373112952Unweighted total
5464214*44457154537111261Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3*3**1-312*3*3dissatisfied
5%7%7%3%100%3%-%6%8%5%1%22%3%6%

316239-25235631256637Fairly satisfied
57%93%55%65%-%58%44%61%36%68%68%49%47%60%

21-165-17219812113621Very satisfied
38%-%38%32%-%40%56%33%55%27%31%29%50%34%

5163914-4245414433791257NET: Satisfied
95%93%93%97%-%97%100%94%92%95%99%78%97%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*baSignificance Level: 95%
1617118-4852Unweighted total
16211211-5661Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
*2-1-33dissatisfied
3%8%-%12%-%5%6%

71587-3237Fairly satisfied
43%69%63%65%-%58%60%

9553-2121Very satisfied
54%23%37%23%-%37%34%

15201210-5357NET: Satisfied
97%92%100%88%-%95%94%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 180  (continuation)                                                                                                                                                                      Page 1614

Parcelforce (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Parcelforce and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22231141342-4328Unweighted total
3311**63753-5436Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3-----------33dissatisfied

10%-%-%-%-%-%-%-%-%-%-%-%72%9%

12*---33311-*113Fairly satisfied
37%53%-%-%-%54%100%34%24%49%-%4%28%36%

18*1**3-541-5-20Very satisfied
53%47%100%100%100%46%-%66%76%51%-%96%-%55%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3011**63753-5132NET: Satisfied
90%100%100%100%100%100%100%100%100%100%-%100%28%91%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 181                                                                                                                                                                                      Page 1615

Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
13153--3256112116128Unweighted total
1818*--*358213129*36Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3-----3----22-3dissatisfied

18%-%-%-%-%-%9%-%-%-%-%100%17%-%9%

67*--*133-31-6-13Fairly satisfied
34%38%34%-%-%34%36%33%-%23%100%-%65%-%36%

811*--*196210--2*20Very satisfied
48%62%66%-%-%66%55%67%100%77%-%-%17%100%55%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1418*--*3282131-7*32NET: Satisfied
82%100%100%-%-%100%91%100%100%100%100%-%83%100%91%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--242612111431117-1-1928Unweighted total
--354318121951223-*-2536Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------3-22-3---23dissatisfied
-%-%-%-%-%-%17%-%8%36%-%14%-%-%-%6%9%

--3311576-76-*-1213Fairly satisfied
-%-%92%63%34%20%29%58%30%-%58%24%-%100%-%48%36%

--*223105123514---1120Very satisfied
-%-%8%37%66%80%53%42%62%64%42%62%-%-%-%45%55%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--354315121731220-*-2432NET: Satisfied
-%-%100%100%100%100%83%100%92%64%100%86%-%100%-%94%91%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
325-101872112241828Unweighted total
332-1422729*4142536Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
22-2222----33dissatisfied

49%5%-%12%8%22%6%-%-%-%-%13%9%

-13-49*12*3-1913Fairly satisfied
-%39%-%31%39%7%43%100%62%-%28%35%36%

218-812515-2131320Very satisfied
51%55%-%58%54%71%51%-%38%100%72%52%55%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

231-1220527*4142132NET: Satisfied
51%95%-%88%92%78%94%100%100%100%100%87%91%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
9281591171516826252223154928Unweighted total

1236191122115199343128281771136Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2322-232-3323--33dissatisfied

13%9%9%15%-%8%22%8%-%9%10%6%11%-%-%28%9%

51335-8483111111109*413Fairly satisfied
39%36%16%47%-%36%24%39%33%33%36%40%35%51%2%33%36%

62014421281062017151587420Very satisfied
48%55%75%38%100%56%54%53%67%57%54%54%54%49%98%39%55%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10321892191218931282625177832NET: Satisfied
87%91%91%85%100%92%78%92%100%91%90%94%89%100%100%72%91%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
31510102816-27242819281824201528Unweighted total
51615143620-34303623362417262136Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-3-232-333232--2-3dissatisfied
-%20%-%11%9%8%-%9%11%9%7%9%7%-%-%6%-%9%

2384134-13111311138*412713Fairly satisfied
45%17%54%31%36%21%-%38%37%36%47%36%35%29%59%45%33%36%

310782014-181620112014*3121420Very satisfied
55%63%46%57%55%71%-%53%52%55%46%55%59%71%41%48%67%55%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

51315123219-31273222322317242132NET: Satisfied
100%80%100%89%91%92%-%91%89%91%93%91%93%100%100%94%100%91%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
253178217-281414148628Unweighted total
3062210225-36221412121136Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3--2-2-3222-23dissatisfied

11%-%-%16%-%7%-%9%7%12%14%-%14%9%

112103-10-136634513Fairly satisfied
37%29%47%24%-%39%-%36%29%46%25%34%49%36%

164126214-2014678420Very satisfied
52%71%53%60%100%55%-%55%63%42%61%66%36%55%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

276229224-3220121112932NET: Satisfied
89%100%100%84%100%93%-%91%93%88%86%100%86%91%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
75106-2728Unweighted total
86138-3336Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
2-2--33dissatisfied

20%-%12%-%-%10%9%

3352-1013Fairly satisfied
38%47%38%22%-%31%36%

3376-2020Very satisfied
42%53%50%78%-%59%55%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

66128-3032NET: Satisfied
80%100%88%100%-%90%91%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Hermes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Hermes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
20122-1222343325Unweighted total
26**1-23332102327Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

15*-*---*1*102115Fairly satisfied
56%100%-%53%-%-%-%7%47%24%100%91%46%56%

11-**-23211-*212Very satisfied
44%-%100%47%-%100%100%93%53%76%-%9%54%44%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

26**1-23332102327NET: Satisfied
100%100%100%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
131210145155111--8-25Unweighted total
11172*11268214--3-27Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3121*1*14527--1-15Fairly satisfied
28%74%58%100%100%18%56%67%100%46%-%-%38%-%56%

841--1113-8--2-12Very satisfied
72%26%42%-%-%82%44%33%-%54%-%-%62%-%44%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11172*11268214--3-27NET: Satisfied
100%100%100%100%100%100%100%100%100%100%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-313351015911510121925Unweighted total
-1*44612141121414*3*1427Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**243667269*3-815Fairly satisfied
-%50%100%37%97%52%51%45%59%100%45%67%100%100%-%60%56%

-*-3*3685-85--*512Very satisfied
-%50%-%63%3%48%49%55%41%-%55%33%-%-%100%40%44%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*44612141121414*3*1427NET: Satisfied
-%100%100%100%100%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
124-187111455221125Unweighted total
*27-1513101854221427Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-15-5103121*-21215Fairly satisfied
-%57%-%34%81%34%68%29%8%-%100%82%56%

*12-10276442-312Very satisfied
100%43%-%66%19%66%32%71%92%100%-%18%44%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*27-1513101854221427NET: Satisfied
100%100%-%100%100%100%100%100%100%100%100%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
721205-2016169242219191141025Unweighted total
521244-2316186252219191331127Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

214134-11893131413126*915Fairly satisfied
43%68%52%100%-%48%47%48%52%51%63%69%65%47%13%77%56%

3712--129931286773312Very satisfied
57%32%48%-%-%52%53%52%48%49%37%31%35%53%87%23%44%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

521244-2316186252219191331127NET: Satisfied
100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
2158132516-24232523252023141825Unweighted total
11710172722-27262726272243111827Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*132121514-1515151515132-61215Fairly satisfied
33%74%24%71%56%63%-%57%59%56%60%56%59%63%-%57%67%56%

*475128-12101210129135612Very satisfied
67%26%76%29%44%37%-%43%41%44%40%44%41%37%100%43%33%44%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11710172722-27262726272243111827NET: Satisfied
100%100%100%100%100%100%-%100%100%100%100%100%100%100%100%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
196177317124916146525Unweighted total
225216317*27918166527Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13211417*15313123*15Fairly satisfied
59%43%52%73%47%43%100%55%30%68%72%54%4%56%

93102210-126653512Very satisfied
41%57%48%27%53%57%-%45%70%32%28%46%96%44%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

225216317*27918166527NET: Satisfied
100%100%100%100%100%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
11446-2325Unweighted total
12268-2327Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
-------dissatisfied
-%-%-%-%-%-%-%

6*27-1115Fairly satisfied
49%16%31%94%-%48%56%

624*-1212Very satisfied
51%84%69%6%-%52%44%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

12268-2327NET: Satisfied
100%100%100%100%-%100%100%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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FedEx (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use FedEx and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1012112211--3-14Unweighted total

7*1*11**1--3-9Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1Fairly dissatisfied
18%-%-%-%-%-%-%-%100%-%-%-%-%14%

Neither satisfied nor
*-**---*-----1dissatisfied
2%-%50%100%-%-%-%100%-%-%-%-%-%11%

4*--1-*----3-5Fairly satisfied
61%100%-%-%100%-%100%-%-%-%-%100%-%54%

1-*--1-------2Very satisfied
17%-%50%-%-%89%-%-%-%-%-%-%-%19%

Don't Know (DO NOT READ
*----*-------*OUT)
2%-%-%-%-%11%-%-%-%-%-%-%-%2%

6**-11*----3-7NET: Satisfied
78%100%50%-%100%89%100%-%-%-%-%100%-%73%

1-------1----1NET: Dissatisfied
18%-%-%-%-%-%-%-%100%-%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
685-1495-5-11-14Unweighted total
271-*182-3-**-9Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1----1-------1Fairly dissatisfied
-%18%-%-%-%-%16%-%-%-%-%-%-%-%14%

Neither satisfied nor
1**-*-11-*----1dissatisfied

32%6%18%-%100%-%10%25%-%13%-%-%-%-%11%

141--142-1--*-5Fairly satisfied
45%57%65%-%-%79%53%75%-%44%-%-%100%-%54%

*1----2--1-*--2Very satisfied
23%17%-%-%-%-%21%-%-%38%-%100%-%-%19%

Don't Know (DO NOT READ
-**--*---*----*OUT)
-%2%17%-%-%21%-%-%-%5%-%-%-%-%2%

151--162-3-**-7NET: Satisfied
68%74%65%-%-%79%74%75%-%83%-%100%100%-%73%

-1----1-------1NET: Dissatisfied
-%18%-%-%-%-%16%-%-%-%-%-%-%-%14%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-21-22793295121714Unweighted total
-**-12543244*1*59Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1--1--1-----1Fairly dissatisfied
-%-%-%-%88%-%-%29%-%-%29%-%-%-%-%-%14%

Neither satisfied nor
-*---**1--1--**-1dissatisfied
-%51%-%-%-%24%8%22%-%-%22%-%-%12%100%-%11%

--*-*1322123-1-35Fairly satisfied
-%-%100%-%13%76%61%46%55%75%46%63%-%88%-%67%54%

------2-1*-2---22Very satisfied
-%-%-%-%-%-%31%-%45%25%-%37%-%-%-%33%19%

Don't Know (DO NOT READ
-*-----*--*-*---*OUT)
-%49%-%-%-%-%-%4%-%-%4%-%100%-%-%-%2%

--*-*1523224-1-57NET: Satisfied
-%-%100%-%13%76%92%46%100%100%46%100%-%88%-%100%73%

----1--1--1-----1NET: Dissatisfied
-%-%-%-%88%-%-%29%-%-%29%-%-%-%-%-%14%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-14-86771122814Unweighted total
-9-63541*1159Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1-1----1Fairly dissatisfied
-%14%-%23%-%24%-%100%-%-%-%-%14%

Neither satisfied nor
-1-1**1---*11dissatisfied
-%11%-%14%5%8%15%-%-%-%47%11%11%

-5-2332--1*35Fairly satisfied
-%54%-%33%90%57%51%-%-%100%53%57%54%

-2-2-*1----22Very satisfied
-%19%-%30%-%8%34%-%-%-%-%32%19%

Don't Know (DO NOT READ
-*--**--*---*OUT)
-%2%-%-%5%3%-%-%100%-%-%-%2%

-7-4333--1*57NET: Satisfied
-%73%-%63%90%65%85%-%-%100%53%89%73%

-1-1-1-1----1NET: Dissatisfied
-%14%-%23%-%24%-%100%-%-%-%-%14%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
214115-911661413121352714Unweighted total
2973-675399794*59Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--111-11111--1Fairly dissatisfied
-%14%18%-%-%23%18%27%-%14%15%18%15%37%-%-%14%

Neither satisfied nor
-1*--11*111111*-1dissatisfied
-%11%6%-%-%18%11%8%23%11%12%14%12%23%50%-%11%

2542-333154341*35Fairly satisfied
100%54%51%51%-%56%46%65%55%54%52%44%52%36%50%67%54%

-222--2-*2222--22Very satisfied
-%19%23%49%-%-%23%-%16%19%20%23%20%-%-%33%19%

Don't Know (DO NOT READ
-**--**-******--*OUT)
-%2%2%-%-%3%2%-%6%2%2%2%2%5%-%-%2%

2753-353276561*57NET: Satisfied
100%73%74%100%-%56%69%65%71%73%71%67%71%36%50%100%73%

-11--111-11111--1NET: Dissatisfied
-%14%18%-%-%23%18%27%-%14%15%18%15%37%-%-%14%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
19421412-141414141411-291314Unweighted total
*72198-999998-1599Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111--111Fairly dissatisfied
-%20%-%-%14%15%-%14%14%14%14%14%16%-%-%24%15%14%

Neither satisfied nor
***-11-111111-*111dissatisfied

100%3%21%-%11%7%-%11%11%11%11%11%7%-%69%10%12%11%

-31155-555554-*345Fairly satisfied
-%53%71%100%54%58%-%54%54%54%54%54%54%-%31%63%52%54%

-2--22-222222---22Very satisfied
-%25%-%-%19%20%-%19%19%19%19%19%21%-%-%-%20%19%

Don't Know (DO NOT READ
--*-*--******--***OUT)
-%-%8%-%2%-%-%2%2%2%2%2%2%-%-%3%2%2%

-51177-777776-*367NET: Satisfied
-%78%71%100%73%78%-%73%73%73%73%73%75%-%31%63%71%73%

-1--11-111111--111NET: Dissatisfied
-%20%-%-%14%15%-%14%14%14%14%14%16%-%-%24%15%14%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
10411328-1431172514Unweighted total

6363*6-9274149Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--1-1-1--11Fairly dissatisfied
-%45%21%-%-%21%-%14%-%18%-%-%35%14%

Neither satisfied nor
1*1--1-1-11-*1dissatisfied

13%6%16%-%-%9%-%11%-%13%14%-%11%11%

3123*3-5*52125Fairly satisfied
57%50%34%100%100%47%-%54%16%63%43%89%53%54%

2-2--1-21*2--2Very satisfied
27%-%27%-%-%20%-%19%75%6%42%-%-%19%

Don't Know (DO NOT READ
*-*--*-**--*-*OUT)
3%-%3%-%-%3%-%2%10%-%-%11%-%2%

5143*4-7253127NET: Satisfied
84%50%61%100%100%68%-%73%90%69%86%89%53%73%

-11--1-1-1--11NET: Dissatisfied
-%45%21%-%-%21%-%14%-%18%-%-%35%14%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
52711214Unweighted total
117189Weighted total

------Very dissatisfied
-%-%-%-%-%-%

--11-1Fairly dissatisfied
-%-%18%100%-%14%

Neither satisfied nor
1*--11dissatisfied

44%60%-%-%13%11%

**4-55Fairly satisfied
13%40%64%-%65%54%

*-1-22Very satisfied
31%-%18%-%22%19%

Don't Know (DO NOT READ
*----*OUT)

12%-%-%-%-%2%

1*6-77NET: Satisfied
44%40%82%-%87%73%

--11-1NET: Dissatisfied
-%-%18%100%-%14%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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City Link 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 of the respondents who use City Link Post and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
741---111211-12Unweighted total
72*---*31**2-9Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5**---*31*---5Fairly satisfied
73%23%100%-%-%-%100%100%100%100%-%-%-%63%

21--------*2-3Very satisfied
27%77%-%-%-%-%-%-%-%-%100%100%-%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

72*---*31**2-9NET: Satisfied
100%100%100%-%-%-%100%100%100%100%100%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
395--57831----12Unweighted total
261--18612----9Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*51--155*-----5Fairly satisfied
8%83%79%-%-%79%61%79%67%-%-%-%-%-%63%

21*--*31*2----3Very satisfied
92%17%21%-%-%21%39%21%33%100%-%-%-%-%37%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

261--18612----9NET: Satisfied
100%100%100%-%-%100%100%100%100%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-2431-293-93-1-112Unweighted total
-142*-253-53-*-*9Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*31*-*41-41-*-*5Fairly satisfied
-%19%88%68%100%-%20%79%38%-%79%38%-%100%-%100%63%

-**1--212-12----3Very satisfied
-%81%12%32%-%-%80%21%62%-%21%62%-%-%-%-%37%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-142*-253-53-*-*9NET: Satisfied
-%100%100%100%100%-%100%100%100%-%100%100%-%100%-%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-12-6648-113412Unweighted total
-9-3527-**429Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-1524-*-4*5Fairly satisfied
-%63%-%17%91%92%54%-%100%-%100%14%63%

-3-3**3--*-23Very satisfied
-%37%-%83%9%8%46%-%-%100%-%86%37%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-9-3527-**429NET: Satisfied
-%100%-%100%100%100%100%-%100%100%100%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
21235-410-4812121291212Unweighted total
1923-48-469996*29Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-*-45-345555*-5Fairly satisfied
-%63%-%18%-%96%64%-%95%63%63%63%63%83%100%-%63%

1322-*3-*23331-23Very satisfied
100%37%100%82%-%4%36%-%5%37%37%37%37%17%-%100%37%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1923-48-469996*29NET: Satisfied
100%100%100%100%-%100%100%-%100%100%100%100%100%100%100%100%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
11012128-121112121211-181012Unweighted total
*8*197-989998-*869Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-5*-55-555555-*555Fairly satisfied
-%63%100%-%63%67%-%63%66%63%63%63%62%-%100%66%83%63%

*3-132-333333--313Very satisfied
100%37%-%100%37%33%-%37%34%37%37%37%38%-%-%34%17%37%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*8*197-989998-*869NET: Satisfied
100%100%100%100%100%100%-%100%100%100%100%100%100%-%100%100%100%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
111931811111110-112Unweighted total

8*81*5*8*88-*9Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*5*-4*5-55-*5Fairly satisfied
62%100%62%68%-%74%100%62%-%66%66%-%100%63%

3-3**1-3*33--3Very satisfied
38%-%38%32%100%26%-%38%100%34%34%-%-%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*81*5*8*88-*9NET: Satisfied
100%100%100%100%100%100%100%100%100%100%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
65-1-1112Unweighted total
44-*-79Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
-------dissatisfied
-%-%-%-%-%-%-%

24-*-45Fairly satisfied
38%86%-%100%-%56%63%

31---33Very satisfied
62%14%-%-%-%44%37%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

44-*-79NET: Satisfied
100%100%-%100%-%100%100%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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DX (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use DX and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
311---1-1-1--5Unweighted total
4**---3-*-*--4Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*----------*dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%10%

*---------*--*Fairly satisfied
10%-%-%-%-%-%-%-%-%-%100%-%-%8%

3*----3-*----4Very satisfied
90%100%-%-%-%-%100%-%100%-%-%-%-%82%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4*----3-*-*--4NET: Satisfied
100%100%-%-%-%-%100%-%100%-%100%-%-%90%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
322--23-1-4---5Unweighted total
411--14-*-4---4Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*-----*---*---*dissatisfied

12%-%-%-%-%-%12%-%-%-%11%-%-%-%10%

-**--*----*---*Fairly satisfied
-%67%67%-%-%67%-%-%-%-%9%-%-%-%8%

3**--*3-*-3---4Very satisfied
88%33%33%-%-%33%88%-%100%-%80%-%-%-%82%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

311--13-*-4---4NET: Satisfied
88%100%100%-%-%100%88%-%100%-%89%-%-%-%90%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 185  (continuation)                                                                                                                                                                      Page 1648

Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
--12-2-23-23--115Unweighted total
--*3-1-14-14--*34Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*----*--*---*-*dissatisfied
-%-%100%-%-%-%-%53%-%-%53%-%-%-%100%-%10%

-----*--*--*----*Fairly satisfied
-%-%-%-%-%67%-%-%10%-%-%10%-%-%-%-%8%

---3-*-*3-*3---34Very satisfied
-%-%-%100%-%33%-%47%90%-%47%90%-%-%-%100%82%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---3-1-*4-*4---34NET: Satisfied
-%-%-%100%-%100%-%47%100%-%47%100%-%-%-%100%90%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
41-5-5-----25Unweighted total
13-4-4-----14Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--*-*-----**dissatisfied

33%-%-%10%-%10%-%-%-%-%-%57%10%

*--*-*-----**Fairly satisfied
25%-%-%8%-%8%-%-%-%-%-%43%8%

13-4-4------4Very satisfied
42%100%-%82%-%82%-%-%-%-%-%-%82%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

13-4-4-----*4NET: Satisfied
67%100%-%90%-%90%-%-%-%-%-%43%90%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-411-141215352125Unweighted total
-4**-*1*1*4441*34Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*---****-*-*--**dissatisfied
-%11%-%-%-%100%33%100%53%-%10%-%10%-%-%13%10%

-*-*--*--**-**--*Fairly satisfied
-%8%-%100%-%-%25%-%-%100%8%-%8%46%-%-%8%

-3*---1-*-444**34Very satisfied
-%81%100%-%-%-%42%-%47%-%82%100%82%54%100%87%82%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4**--1-**4441*34NET: Satisfied
-%89%100%100%-%-%67%-%47%100%90%100%90%100%100%87%90%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-32-53-545551---15Unweighted total
-41-44-444443---34Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*-**-*****-----*dissatisfied
-%-%53%-%10%12%-%10%11%10%10%10%-%-%-%-%-%10%

-*--*--*****-----*Fairly satisfied
-%10%-%-%8%-%-%8%9%8%8%8%-%-%-%-%-%8%

-3*-43-434443---34Very satisfied
-%90%47%-%82%88%-%82%80%82%82%82%100%-%-%-%100%82%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4*-43-444443---34NET: Satisfied
-%100%47%-%90%88%-%90%89%90%90%90%100%-%-%-%100%90%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
5-1--1-5233115Unweighted total
4-3--3-4144**4Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*------*-*-*-*dissatisfied

10%-%-%-%-%-%-%10%-%12%-%100%-%10%

*------**-*--*Fairly satisfied
8%-%-%-%-%-%-%8%46%-%10%-%-%8%

4-3--3-4*33-*4Very satisfied
82%-%100%-%-%100%-%82%54%88%90%-%100%82%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-3--3-4134-*4NET: Satisfied
90%-%100%-%-%100%-%90%100%88%100%-%100%90%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
12-2-55Unweighted total
*3-1-44Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
---*-**dissatisfied
-%-%-%57%-%10%10%

---*-**Fairly satisfied
-%-%-%43%-%8%8%

*3---44Very satisfied
100%100%-%-%-%82%82%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

*3-*-44NET: Satisfied
100%100%-%43%-%90%90%

-------NET: Dissatisfied
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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Pitney Bowes (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Pitney Bowes and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-------2Unweighted total
2---*2-------2Weighted total

2----2-------2Very dissatisfied
90%-%-%-%-%100%-%-%-%-%-%-%-%90%

*---*--------*Fairly dissatisfied
10%-%-%-%100%-%-%-%-%-%-%-%-%10%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---*2-------2NET: Dissatisfied
100%-%-%-%100%100%-%-%-%-%-%-%-%100%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
111--111----1-2Unweighted total
2**--*22----*-2Weighted total

2-----22------2Very dissatisfied
100%-%-%-%-%-%100%100%-%-%-%-%-%-%90%

-**--*------*-*Fairly dissatisfied
-%100%100%-%-%100%-%-%-%-%-%-%100%-%10%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2**--*22----*-2NET: Dissatisfied
100%100%100%-%-%100%100%100%-%-%-%-%100%-%100%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
----1-111-11----2Unweighted total
----*-2*2-*2----2Weighted total

------2-2--2----2Very dissatisfied
-%-%-%-%-%-%100%-%100%-%-%100%-%-%-%-%90%

----*--*--*-----*Fairly dissatisfied
-%-%-%-%100%-%-%100%-%-%100%-%-%-%-%-%10%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-2*2-*2----2NET: Dissatisfied
-%-%-%-%100%-%100%100%100%-%100%100%-%-%-%-%100%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-111---12Unweighted total
-2-2-*2*---22Weighted total

-2-2--2----22Very dissatisfied
-%90%-%90%-%-%100%-%-%-%-%100%90%

-*-*-*-*----*Fairly dissatisfied
-%10%-%10%-%100%-%100%-%-%-%-%10%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-*2*---22NET: Dissatisfied
-%100%-%100%-%100%100%100%-%-%-%100%100%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--211-111--2-2Unweighted total
-**--2**-***--2-2Weighted total

-----2--------2-2Very dissatisfied
-%-%-%-%-%90%-%-%-%-%-%-%-%-%90%-%90%

-**--***-***--*-*Fairly dissatisfied
-%100%100%-%-%10%100%100%-%100%100%100%-%-%10%-%10%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--2**-***--2-2NET: Dissatisfied
-%100%100%-%-%100%100%100%-%100%100%100%-%-%100%-%100%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--2-22-222222--1-2Unweighted total
--2-22-222222--*-2Weighted total

--2-22-222222----2Very dissatisfied
-%-%90%-%90%90%-%90%90%90%90%90%90%-%-%-%-%90%

--*-**-******--*-*Fairly dissatisfied
-%-%10%-%10%10%-%10%10%10%10%10%10%-%-%100%-%10%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-222222--*-2NET: Dissatisfied
-%-%100%-%100%100%-%100%100%100%100%100%100%-%-%100%-%100%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 186  (continuation)                                                                                                                                                                      Page 1660

TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
2-2--1-2-2-112Unweighted total
2-2--2-2-2-2*2Weighted total

2-2--2-2-2-2-2Very dissatisfied
90%-%90%-%-%100%-%90%-%90%-%100%-%90%

*-*----*-*--**Fairly dissatisfied
10%-%10%-%-%-%-%10%-%10%-%-%100%10%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2--2-2-2-2*2NET: Dissatisfied
100%-%100%-%-%100%-%100%-%100%-%100%100%100%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
2---22Weighted total

2---22Very dissatisfied
90%-%-%-%90%90%

*---**Fairly dissatisfied
10%-%-%-%10%10%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

------Fairly satisfied
-%-%-%-%-%-%

------Very satisfied
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

2---22NET: Dissatisfied
100%-%-%-%100%100%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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TNT Express (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Express and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3----1--11---3Unweighted total
2----1--**---2Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--------*---*dissatisfied

13%-%-%-%-%-%-%-%-%100%-%-%-%13%

*-------*----*Fairly satisfied
11%-%-%-%-%-%-%-%100%-%-%-%-%11%

1----1-------1Very satisfied
76%-%-%-%-%100%-%-%-%-%-%-%-%76%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----1--*----1NET: Satisfied
87%-%-%-%-%100%-%-%100%-%-%-%-%87%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
122-2-11-1--1-3Unweighted total
*1*-*-1*-1--*-2Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**-*--*------*dissatisfied
-%15%56%-%56%-%-%100%-%-%-%-%-%-%13%

*-*-*-------*-*Fairly satisfied
100%-%44%-%44%-%-%-%-%-%-%-%100%-%11%

-1----1--1----1Very satisfied
-%85%-%-%-%-%100%-%-%100%-%-%-%-%76%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*-*-1--1--*-1NET: Satisfied
100%85%44%-%44%-%100%-%-%100%-%-%100%-%87%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-1--1-112-121--13Unweighted total
-*--*-1*1-*1*--12Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-----*--*-----*dissatisfied
-%100%-%-%-%-%-%100%-%-%100%-%-%-%-%-%13%

----*---*--**---*Fairly satisfied
-%-%-%-%100%-%-%-%12%-%-%12%100%-%-%-%11%

------1-1--1---11Very satisfied
-%-%-%-%-%-%100%-%88%-%-%88%-%-%-%100%76%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-1-1--1*--11NET: Satisfied
-%-%-%-%100%-%100%-%100%-%-%100%100%-%-%100%87%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-21-3----33Unweighted total
-2-1*-2----22Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*--*-*----**dissatisfied
-%13%-%-%100%-%13%-%-%-%-%13%13%

-*-*--*----**Fairly satisfied
-%11%-%12%-%-%11%-%-%-%-%11%11%

-1-1--1----11Very satisfied
-%76%-%88%-%-%76%-%-%-%-%76%76%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1----11NET: Satisfied
-%87%-%100%-%-%87%-%-%-%-%87%87%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-322-12-133331-23Unweighted total
-211-*1-*2222*-12Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**--*--******--*dissatisfied
-%13%15%-%-%100%-%-%100%13%13%13%13%100%-%-%13%

-*-*--*--****--**Fairly satisfied
-%11%-%12%-%-%12%-%-%11%11%11%11%-%-%12%11%

-111--1--1111--11Very satisfied
-%76%85%88%-%-%88%-%-%76%76%76%76%-%-%88%76%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-111--1--1111--11NET: Satisfied
-%87%85%100%-%-%100%-%-%87%87%87%87%-%-%100%87%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-21122-333333--133Unweighted total
-1**11-222222--*22Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--****-******---**dissatisfied
-%-%100%100%15%15%-%13%13%13%13%13%13%-%-%-%13%13%

-*-----******--***Fairly satisfied
-%12%-%-%-%-%-%11%11%11%11%11%11%-%-%100%11%11%

-1--11-111111---11Very satisfied
-%88%-%-%85%85%-%76%76%76%76%76%76%-%-%-%76%76%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-111111--*11NET: Satisfied
-%100%-%-%85%85%-%87%87%87%87%87%87%-%-%100%87%87%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
3-1211-3123--3Unweighted total
2-1**1-21*2--2Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--*---*-**--*dissatisfied

13%-%-%56%-%-%-%13%-%56%13%-%-%13%

*--**--*-**--*Fairly satisfied
11%-%-%44%100%-%-%11%-%44%11%-%-%11%

1-1--1-11-1--1Very satisfied
76%-%100%-%-%100%-%76%100%-%76%-%-%76%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1**1-11*1--1NET: Satisfied
87%-%100%44%100%100%-%87%100%44%87%-%-%87%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
111-33Unweighted total
**1-22Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
-*--**dissatisfied
-%100%-%-%13%13%

*---**Fairly satisfied
100%-%-%-%11%11%

--1-11Very satisfied
-%-%100%-%76%76%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*-1-11NET: Satisfied
100%-%100%-%87%87%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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TNT Post UK (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use TNT Post UK and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
431011656674345370Unweighted total
612417610165186268Weighted total

*-----------**Very dissatisfied
*%-%-%-%-%-%-%-%-%-%-%-%10%*%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
5------5-----5dissatisfied
8%-%-%-%-%-%-%32%-%-%-%-%-%7%

18*11415-11-3220Fairly satisfied
29%16%27%50%60%23%50%-%26%100%-%55%82%29%

35231355114-53*41Very satisfied
58%84%73%50%40%75%50%68%74%-%67%45%8%60%

Don't Know (DO NOT READ
3----*----3--3OUT)
4%-%-%-%-%3%-%-%-%-%33%-%-%4%

532417610115156261NET: Satisfied
87%100%100%100%100%97%100%68%100%100%67%100%90%89%

*-----------**NET: Dissatisfied
*%-%-%-%-%-%-%-%-%-%-%-%10%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 188                                                                                                                                                                                      Page 1671

Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

ba*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
343625-61945191252218270Unweighted total
37314-136417*214221368Weighted total

-**--*-*------*Very dissatisfied
-%1%5%-%-%7%-%1%-%-%-%-%-%-%*%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
32----5-----5-5dissatisfied
7%8%-%-%-%-%8%-%-%-%-%-%23%-%7%

1282-11184-9-24120Fairly satisfied
31%26%50%-%57%48%28%23%-%44%-%80%17%45%29%

23182-*13911*124*13241Very satisfied
62%57%41%-%43%40%61%61%100%56%100%20%60%55%60%

Don't Know (DO NOT READ
-3*--*33-*----3OUT)
-%9%4%-%-%5%4%15%-%1%-%-%-%-%4%

35264-135715*214216361NET: Satisfied
93%83%91%-%100%88%88%84%100%99%100%100%77%100%89%

-**--*-*------*NET: Dissatisfied
-%1%5%-%-%7%-%1%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*ac*b*aba*d*c*b*aSignificance Level: 95%
-659814244027340303932770Unweighted total
-2188837283552840*733968Weighted total

-*-----*--*--*--*Very dissatisfied
-%8%-%-%-%-%-%1%-%-%1%-%-%3%-%-%*%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----32--5--5--325dissatisfied
-%-%-%-%32%31%-%-%14%-%-%12%-%-%88%6%7%

b

-2*5229991911*3*1020Fairly satisfied
-%79%30%61%25%26%23%32%27%25%32%26%29%45%8%26%29%

-*133326191841922*3*2641Very satisfied
-%5%70%39%43%44%70%66%52%75%66%55%35%52%4%68%60%

Don't Know (DO NOT READ
-*----3*3-*3*---3OUT)
-%7%-%-%-%-%7%1%7%-%1%6%35%-%-%-%4%

-2185534282752833*6*3661NET: Satisfied
-%84%100%100%68%69%93%99%79%100%99%81%65%97%12%94%89%

a

-*-----*--*--*--*NET: Dissatisfied
-%8%-%-%-%-%-%1%-%-%1%-%-%3%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cb*ab*aba*e*d*c*baSignificance Level: 95%
1554-45243237451273970Unweighted total
1651-43233433421433968Weighted total

-*-*--**----*Very dissatisfied
-%*%-%*%-%-%1%5%-%-%-%-%*%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-5-23-5----55dissatisfied
-%10%-%6%11%-%15%-%-%-%-%13%7%

b

613-137127***11520Fairly satisfied
38%27%-%30%29%36%23%5%19%3%31%39%29%

1029-28112217421421641Very satisfied
62%58%-%64%49%63%54%90%74%97%69%41%60%

Don't Know (DO NOT READ
-3--3*3-*--33OUT)
-%5%-%-%11%*%8%-%8%-%-%7%4%

1643-41183425421433161NET: Satisfied
100%84%-%94%78%100%76%95%92%100%100%81%89%

a

-*-*--**----*NET: Dissatisfied
-%*%-%*%-%-%1%5%-%-%-%-%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cba*c*bagfedcba*c*b*aSignificance Level: 95%
206332112545042335864495828162670Unweighted total
1359326*564643235162455425162768Weighted total

***--********--**Very dissatisfied
1%*%1%-%-%*%*%*%1%*%*%*%*%-%-%1%*%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-52--555-2525--55dissatisfied
-%8%8%-%-%9%11%12%-%5%8%5%9%-%-%18%7%

e

41832*15131012131881846920Fairly satisfied
29%31%10%35%57%27%28%23%52%25%29%19%33%16%41%34%29%

abcdfg

933234*33262810353631281991341Very satisfied
69%56%73%65%43%59%55%65%47%69%58%70%52%73%59%47%60%

ee

Don't Know (DO NOT READ
-33--33-**3333--3OUT)
-%5%8%-%-%5%6%-%1%*%4%6%5%11%-%-%4%

1351276*483937224854394623162261NET: Satisfied
99%87%83%100%100%86%83%88%98%94%87%88%85%89%100%81%89%

ag

***--********--**NET: Dissatisfied
1%*%1%-%-%*%*%*%1%*%*%*%*%-%-%1%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*cb*a*cba*fedcbac*b*abaSignificance Level: 95%
63924237047-706669626940111344370Unweighted total
73922266849-686467586734*13284068Weighted total

-*-**--******---**Very dissatisfied
-%*%-%1%*%-%-%*%*%*%*%*%1%-%-%-%*%*%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2-3-52-525553-2255dissatisfied

35%-%11%-%7%5%-%7%4%7%9%7%7%-%18%9%12%7%

1144102015-202020162011*291020Fairly satisfied
21%36%20%39%29%30%-%29%31%30%27%30%33%100%16%31%24%29%

32513154129-413939353918-9162341Very satisfied
45%64%57%60%60%60%-%60%61%59%60%59%52%-%66%60%56%60%

Don't Know (DO NOT READ
--3-33-333333--*33OUT)
-%-%12%-%4%5%-%4%4%4%5%4%8%-%-%1%7%4%

53917266144-615959505929*11253361NET: Satisfied
65%100%77%99%89%90%-%89%92%88%86%88%84%100%82%91%81%89%

-*-**--******---**NET: Dissatisfied
-%*%-%1%*%-%-%*%*%*%*%*%1%-%-%-%*%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ab*a*ba*babac*b*aSignificance Level: 95%
5614391544316930403592570Unweighted total
5118321863616731373472868Weighted total

-*-**--*-**--*Very dissatisfied
-%1%-%1%3%-%-%*%-%1%1%-%-%*%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-532-3-53223-5dissatisfied
-%28%8%13%-%7%-%7%8%7%7%39%-%7%

146122*13-2091091920Fairly satisfied
28%31%36%10%3%36%-%30%30%28%28%22%31%29%

347181152113917241921941Very satisfied
67%40%55%62%94%57%100%59%53%65%56%37%69%60%

Don't Know (DO NOT READ
3-*3-*-33-3*-3OUT)
5%-%*%14%-%*%-%4%9%-%8%2%-%4%

4813291363315926342842861NET: Satisfied
95%71%92%72%97%93%100%88%83%93%85%59%100%89%

-*-**--*-**--*NET: Dissatisfied
-%1%-%1%3%-%-%*%-%1%1%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Other (1st) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*baSignificance Level: 95%
162826-6170Unweighted total
103029-5968Weighted total

-*--**Very dissatisfied
-%1%-%-%*%*%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
-32--5dissatisfied
-%9%8%-%-%7%

389-1620Fairly satisfied
29%28%30%-%27%29%

71618-4141Very satisfied
69%54%62%-%68%60%

Don't Know (DO NOT READ
*3--33OUT)
2%9%-%-%4%4%

102426-5761NET: Satisfied
98%82%92%-%95%89%

-*--**NET: Dissatisfied
-%1%-%-%*%*%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (1st) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1---1----125Unweighted total
3-*---2----**3Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*-*--------*-1dissatisfied
6%-%100%-%-%-%-%-%-%-%-%100%-%18%

3-----2-----*3Fairly satisfied
88%-%-%-%-%-%100%-%-%-%-%-%54%78%

*-----------**Very satisfied
5%-%-%-%-%-%-%-%-%-%-%-%46%5%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-----2-----*3NET: Satisfied
94%-%-%-%-%-%100%-%-%-%-%-%100%82%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
413-1222-2--1-5Unweighted total
3*1-**3*-3--*-3Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
1-*--***-*----1dissatisfied

19%-%34%-%-%49%14%49%-%14%-%-%-%-%18%

2**--*2*-2----3Fairly satisfied
76%100%36%-%-%51%86%51%-%86%-%-%-%-%78%

*-*-*-------*-*Very satisfied
5%-%30%-%100%-%-%-%-%-%-%-%100%-%5%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3**-**2*-2--*-3NET: Satisfied
81%100%66%-%100%51%86%51%-%86%-%-%100%-%82%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-11-11132-3211-25Unweighted total
-**-**213-13**-13Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----**-**-**---11dissatisfied
-%-%-%-%100%100%-%34%14%-%34%14%-%-%-%100%18%

-*----2*2-*2-*--3Fairly satisfied
-%100%-%-%-%-%100%36%86%-%36%86%-%100%-%-%78%

--*----*--*-*---*Very satisfied
-%-%100%-%-%-%-%30%-%-%30%-%100%-%-%-%5%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---2*2-*2**--3NET: Satisfied
-%100%100%-%-%-%100%66%86%-%66%86%100%100%-%-%82%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
14-412311-125Unweighted total
*3-3*31**-*33Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
**-****---**1dissatisfied

100%6%-%13%100%14%34%-%-%-%100%7%18%

-3-3-2**---23Fairly satisfied
-%88%-%82%-%86%36%100%-%-%-%93%78%

-*-*--*-*---*Very satisfied
-%5%-%5%-%-%30%-%100%-%-%-%5%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-3-2***--23NET: Satisfied
-%94%-%87%-%86%66%100%100%-%-%93%82%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
2541-453355452125Unweighted total
*31*-333133133**3Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-11*-*1-*1111-**1dissatisfied
-%18%63%100%-%13%18%-%54%18%18%63%18%-%100%49%18%

*3*--333*33*32-*3Fairly satisfied
54%78%20%-%-%82%78%94%25%78%78%20%78%94%-%51%78%

***--*********--*Very satisfied
46%5%17%-%-%5%5%6%21%5%5%17%5%6%-%-%5%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*3*--333*33*33-*3NET: Satisfied
100%82%37%-%-%87%82%100%46%82%82%37%82%100%-%51%82%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
-41254-555553-1245Unweighted total
-3**33-333333-**33Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**-11-11111--***1dissatisfied
-%6%100%-%18%19%-%18%18%18%18%18%-%-%100%54%6%18%

-3-*32-333333---33Fairly satisfied
-%88%-%54%78%76%-%78%78%78%78%78%94%-%-%-%88%78%

-*-***-******--***Very satisfied
-%5%-%46%5%5%-%5%5%5%5%5%6%-%-%46%5%5%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-*33-333333--*33NET: Satisfied
-%94%-%100%82%81%-%82%82%82%82%82%100%-%-%46%94%82%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
231322-5142-35Unweighted total
3121*3-321*-33Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
**-**--1-1--11dissatisfied

14%34%-%34%49%-%-%18%-%63%-%-%20%18%

2*2**2-32**-23Fairly satisfied
86%36%100%36%51%94%-%78%100%20%54%-%80%78%

-*-*-*-*-**--*Very satisfied
-%30%-%30%-%6%-%5%-%17%46%-%-%5%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2**3-32**-23NET: Satisfied
86%66%100%66%51%100%-%82%100%37%100%-%80%82%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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Other (2nd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
212-45Unweighted total
1*3-33Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
*-*-*1dissatisfied

72%-%7%-%6%18%

-*2-33Fairly satisfied
-%100%93%-%88%78%

*---**Very satisfied
28%-%-%-%5%5%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

**2-33NET: Satisfied
28%100%93%-%94%82%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (2nd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--1----------1Unweighted total
--*----------*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*NET: Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
1-----1--1----1Unweighted total
*-----*--*----*Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*Fairly satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*--*----*NET: Satisfied
100%-%-%-%-%-%100%-%-%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly
Postal

Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*a*d*c*b*aSignificance Level: 95%
-----1--1-1---11Unweighted total
-----*--*-*---**Weighted total

----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**Fairly satisfied
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*---**NET: Satisfied
-%-%-%-%-%100%-%-%100%-%100%-%-%-%100%100%

----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1----1-1Unweighted total
*--*-*----*-*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*Fairly satisfied
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*----*-*NET: Satisfied
100%-%-%100%-%100%-%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
-11--11-11111-1-1Unweighted total
-**--**-*****-*-*Weighted total

-----------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*Fairly satisfied
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--**-*****-*-*NET: Satisfied
-%100%100%-%-%100%100%-%100%100%100%100%100%-%100%-%100%

-----------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--1-11-11111-----1Unweighted total
--*-**-*****-----*Weighted total

------------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*Fairly satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****-----*NET: Satisfied
-%-%100%-%100%100%-%100%100%100%100%100%-%-%-%-%-%100%

------------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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Other (3rd) (QOP5b.  And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
1------1-1--11Unweighted total
*------*-*--**Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**Fairly satisfied
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*-*--**NET: Satisfied
100%-%-%-%-%-%-%100%-%100%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*c*b*a*b*aSignificance Level: 95%
1----1Unweighted total
*----*Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

*----*Fairly satisfied
100%-%-%-%-%100%

------Very satisfied
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*----*NET: Satisfied
100%-%-%-%-%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Columns Tested: a,b - a,b,c

Ofcom; Business Postal Tracker
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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 of the respondents who use Other (3rd) and consider it to be their main provider in addition to Royal Mail

Produced by OLR
OFC1885
Issue date: 21/04/15



OtherOtherOtherTNT PostTNTPitneyDXCity LinkFedExHermesParcelforceYodelUPSUK MailTNTDHL
(3rd)(2nd)(1st)UKExpressBowesPost

*p*on*m*l*k*j*i*h*gf*ed*cbaSignificance Level: 95%
15703251214252852938114138Unweighted total
*36822499273661743152243Weighted total

--*-2----------1Very dissatisfied
-%-%*%-%90%-%-%-%-%-%-%-%-%-%-%3%

----*--1------*-Fairly dissatisfied
-%-%-%-%10%-%-%14%-%-%-%-%-%-%2%-%

Neither satisfied nor
-15*-*-1-3313331dissatisfied
-%18%7%13%-%10%-%11%-%9%6%19%6%20%16%3%

*320*-*5515133742291131Fairly satisfied
100%78%29%11%-%8%63%54%56%36%60%53%50%58%49%71%

nnnn

-*411-4321220212193710Very satisfied
-%5%60%76%-%82%37%19%44%55%34%29%43%22%32%23%

abf

Don't Know (DO NOT READ
--3----*--57---*-OUT)
-%-%4%-%-%-%-%2%-%-%94%-%-%-%1%-%

abdn

*3611-4972732-641121840NET: Satisfied
100%82%89%87%-%90%100%73%100%91%-%81%94%80%81%94%

ffff

--*-2--1------*1NET: Dissatisfied
-%-%*%-%100%-%-%14%-%-%-%-%-%-%2%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m,n,o,p
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QOP5B. SUMMARY. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

4632528514*186155Disagree very strongly
3%4%2%6%2%6%2%5%*%1%5%4%1%3%

eeeeee

12486668203481015149144Disagree
9%11%8%7%5%6%9%12%6%11%9%9%11%9%

Neither Agree nor
470262422483867843728875129541disagree

34%37%33%27%46%28%29%30%30%32%54%32%33%34%

jjbefghjkmabdefgh

jklm

4472525302848701004525365738527Agree
33%35%36%37%27%35%31%36%36%29%22%36%44%33%

cccccccdim

27391319203463473523142610313Agree very strongly
20%12%18%23%19%25%28%17%28%27%9%17%11%20%

claclaclabcflabcfklmacl

Don't Know (DO NOT READ
9-1-122-*--3-10OUT)
1%-%2%-%1%1%1%-%*%-%-%2%-%1%

jj

72033384948821341478049508348841NET: Agree
53%48%54%60%46%59%59%53%64%56%31%53%55%53%

ccccilcclcccilmccc

170118117162648811232011199NET: Disagree
12%15%11%13%7%12%11%17%7%13%14%13%12%13%

eiei

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

22332**15427215314155Disagree very strongly
3%4%3%4%2%3%4%4%2%4%2%2%3%1%3%

5688511313963113017597144Disagree
7%11%7%7%9%7%9%9%13%8%12%21%6%6%9%

b

Neither Agree nor
241301223613519231221305275432541disagree

31%37%35%38%39%33%34%35%27%35%37%31%39%27%34%

ba

275253232516504207411204344154527Agree
36%31%37%29%33%40%33%31%49%32%30%20%29%44%33%

aabdegbdeg

172141122373021357762663225313Agree very strongly
22%17%18%20%17%18%20%20%9%20%18%26%23%21%20%

affff

Don't Know (DO NOT READ
37**--102-3--*210OUT)
*%1%*%2%-%-%1%*%-%1%-%-%*%1%1%

b

4473943547238063424819669107380841NET: Agree
58%48%55%49%50%58%53%51%58%52%49%46%52%65%53%

abdeg

781216124193901345205139199NET: Disagree
10%15%10%11%10%10%13%13%15%12%14%23%9%7%13%

ba
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-*98352924211024312232555Disagree very strongly
-%2%15%7%2%2%3%8%3%2%8%2%11%3%4%3%3%

abcdfabcabaa

-551017208328754028115110770144Disagree
-%22%9%8%11%8%9%9%10%8%9%9%5%14%9%9%9%

abcde

Neither Agree nor
*419356810031010427416310443762227243541disagree
6%19%31%28%43%39%33%34%35%32%34%34%41%31%37%32%34%

adfdff

3121847519129710426915410442323020250527Agree
88%53%29%38%32%35%32%34%35%30%34%33%15%42%27%33%33%

abcdebdd

*11023194320945134135452685717164313Agree very strongly
6%5%16%18%12%17%22%15%17%27%15%21%29%9%22%22%20%

fffbcfbcbccc

Don't Know (DO NOT READ
---2*-73*737---810OUT)
-%-%-%1%*%-%1%1%*%1%1%1%-%-%-%1%1%

bb

31327697013450714940328914969273636414841NET: Agree
94%57%45%56%44%52%54%48%52%57%48%54%44%51%49%54%53%

cccb

-515192025112539750531462121095199NET: Disagree
-%24%24%15%12%10%12%17%12%10%17%11%15%17%14%12%13%

abcabcaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

*94645125322382055Disagree very strongly
2%3%4%3%4%2%4%7%6%5%13%3%3%

a

12411981369135244255144Disagree
3%8%9%5%9%8%9%7%11%8%4%9%9%

Neither Agree nor
121134155948041499531712228541disagree
46%40%32%39%33%38%34%19%11%34%20%39%34%

adbde

788432514763449311141422186527Agree
27%31%34%34%33%31%33%42%46%28%38%31%33%

4512592928522292681214101313Agree very strongly
17%18%20%19%20%20%20%23%25%24%24%17%20%

Don't Know (DO NOT READ
1-91919*--1210OUT)
5%-%1%1%1%1%1%2%-%-%2%*%1%

a

11139691807615678516222735287841NET: Agree
44%49%54%52%53%51%53%65%71%52%61%49%53%

aa

13316512187111884571075199NET: Disagree
5%12%13%8%13%10%13%14%18%14%17%13%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

4531212*21261228285434532422755Disagree very strongly
3%3%2%4%4%5%2%4%6%4%4%4%4%5%1%3%3%

abcggb

111404735*309515365813797134402972144Disagree
9%9%10%11%4%7%9%5%8%9%9%11%9%9%11%8%9%

ffff

Neither Agree nor
31513158110215337911015320952030051312689321541disagree
27%34%33%34%18%37%35%38%33%33%34%33%34%28%34%37%34%

c

3950416410161363569815421150331449516491266527Agree
34%33%34%31%55%33%33%34%34%33%33%34%33%36%35%31%33%

30292926527421651881242961722889647169313Agree very strongly
26%19%19%20%15%18%20%18%19%20%20%19%19%21%18%20%20%

b

Don't Know (DO NOT READ
-1032*17-1393952410OUT)
-%1%1%1%4%*%1%-%*%*%1%*%1%1%1%*%1%

707962561667209572149242335799485782260138435841NET: Agree
60%53%54%51%69%50%53%52%53%53%53%53%52%57%53%51%53%

a

151925948151122276487190130187633299199NET: Disagree
13%13%12%15%9%12%11%10%14%14%13%14%13%14%12%12%13%

fg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

1632725425-544255425533316433655Disagree very strongly
8%3%4%1%3%3%-%3%3%4%3%4%2%8%12%4%3%3%

bcc

2511091613763-13911213812713811932093108144Disagree
12%9%5%8%9%8%-%9%9%9%10%9%9%7%15%9%9%9%

aac

Neither Agree nor
693967684532300-5334245384685354642340340405541disagree
34%33%39%45%34%37%-%34%35%34%35%34%34%52%29%34%34%34%

abac

713896355525285-5184045194365174581052357393527Agree
35%33%32%30%34%35%-%33%33%33%33%33%33%22%38%36%33%33%

202524128308144-30722930826030729459156253313Agree very strongly
10%21%21%15%20%18%-%20%19%20%19%20%21%12%7%16%21%20%

ccab

Don't Know (DO NOT READ
28-182-1059699--5910OUT)
1%1%-%1%*%*%-%1%*%1%*%1%1%-%-%*%1%1%

9164110483833429-8256328286968247521561514646841NET: Agree
45%54%53%45%53%52%-%53%52%53%52%53%55%34%44%52%54%53%

cccab

41142161819188-192154193169193153637136144199NET: Disagree
20%12%8%10%12%11%-%12%13%12%13%12%11%14%27%14%12%13%

abc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

72243112174511343397955Disagree very strongly
3%4%2%11%16%1%3%4%2%4%3%8%6%3%

babc

174104392475913546981211013144Disagree
7%7%8%13%30%6%6%9%8%10%9%11%9%9%

ba

Neither Agree nor
892041711121367444981773654562949541disagree
40%38%33%38%27%30%30%34%30%36%34%34%33%34%

b

6820443787458334942083204452951527Agree
30%38%35%27%10%38%23%34%35%32%33%34%35%33%

abb

4372802911293542591381762791023313Agree very strongly
19%14%22%10%14%24%38%18%23%17%21%11%16%20%

abaab

Don't Know (DO NOT READ
1-7223*96471210OUT)
1%-%1%1%3%*%*%1%1%*%1%1%1%1%

a

1112772210718751877543454957243974841NET: Agree
49%51%57%37%24%62%60%52%59%49%54%45%50%53%

aba

23612870369313186591401601722199NET: Disagree
10%11%10%24%46%8%9%13%10%14%12%20%15%13%

babc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

8171515-955Disagree very strongly
2%4%4%4%-%4%3%

38313540415144Disagree
9%8%9%10%52%6%9%

Neither Agree nor
153139123126292541disagree

38%35%31%33%23%38%34%

b

126130143128180527Agree
31%33%36%33%18%33%33%

72828376*48313Agree very strongly
18%20%21%20%6%20%20%

Don't Know (DO NOT READ
6112-110OUT)
1%*%*%1%-%1%1%

c

1982122272042128841NET: Agree
49%53%57%53%24%52%53%

d

46485055424199NET: Disagree
11%12%12%14%52%10%13%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QAP1. On a scale  of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that mail services in the UK provide good value for money
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

1706912141831321014212010196Increase
12%9%13%14%13%13%14%12%8%16%13%13%12%12%

el

1021565258821051622109862116115711188Stay about the same
75%80%73%71%78%76%71%75%78%71%72%74%81%75%

j

173810119153637161120216202Decrease
13%12%14%14%9%11%16%13%13%13%13%14%7%13%

Don't Know (DO NOT READ
4--*----1-3--5OUT)
*%-%-%1%-%-%-%-%1%-%2%-%-%*%

klm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

86110913518771136382286196Increase
11%13%14%10%21%12%12%11%16%17%6%9%20%5%12%

aaadadgadg

58660147610311141508612781071788931188Stay about the same
76%73%73%71%71%75%75%76%74%75%76%78%62%76%75%

bbbb

961078215194828322632523202Decrease
12%13%12%19%8%13%13%12%10%8%18%13%18%19%13%

ceeeg

Don't Know (DO NOT READ
*4*-*-54*----*5OUT)
*%1%*%-%1%-%*%1%*%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

*916233026818594178511131211101196Increase
12%40%27%18%19%10%9%28%12%3%28%9%21%17%15%13%12%

abcdababababaa

393879982047441825684381821005745495561188Stay about the same
88%39%62%64%62%79%80%59%73%86%59%78%42%64%66%73%75%

fffcdefcdefcbcbddd

-4723292910740108544016261214103202Decrease
-%16%11%18%18%11%11%13%14%11%13%13%37%18%19%14%13%

abababc

Don't Know (DO NOT READ
-1--**313-13-*--5OUT)
-%6%-%-%*%*%*%*%*%-%*%*%-%1%-%-%*%

abcde

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

78410444151321631021192175196Increase
27%29%8%29%10%30%11%39%69%38%36%13%12%

aaaaabceaa

15166100791109669111910631304231188Stay about the same
61%58%79%60%76%63%76%41%20%62%51%72%75%

bbbddbde

33516416186819453*789202Decrease
12%12%13%11%13%7%13%20%10%1%12%15%13%

cccc

Don't Know (DO NOT READ
-*5*5-5----35OUT)
-%*%*%*%*%-%*%-%-%-%-%1%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

28182923641071177167127177130166875060196Increase
24%12%19%11%39%26%11%25%15%20%12%14%11%19%19%7%12%

bbcabcegagabcegagaa

6911313132365258808175323416114166411253291656801188Stay about the same
60%75%66%72%51%62%75%61%70%66%75%72%75%72%63%79%75%

acadeffdefdfdefbbc

1919367541501504070881951201953842119202Decrease
16%13%14%16%10%12%14%14%15%14%13%13%13%8%16%14%13%

cc

Don't Know (DO NOT READ
-54*--5-*355413*5OUT)
-%*%1%*%-%-%*%-%*%1%*%1%*%*%1%*%*%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

--19634188108-194166191162191163521128141196Increase
-%-%100%18%12%13%-%12%14%12%12%12%12%12%15%13%12%12%

bcab

-1188-1181170583-1164886117310011168106131807089111188Stay about the same
-%100%-%63%75%71%-%75%73%75%75%75%77%71%58%71%76%75%

acccab

202--33201126-198162200171198150635157146202Decrease
100%-%-%18%13%15%-%13%13%13%13%13%11%14%26%16%12%13%

abbca

Don't Know (DO NOT READ
---*52-52555411255OUT)
-%-%-%*%*%*%-%*%*%*%*%*%*%3%1%*%*%*%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

692013751101496190821151212845196Increase
31%36%11%18%13%12%4%13%14%11%9%33%31%12%

bbcc

13327992180509341271060469719104642891188Stay about the same
59%51%78%62%64%77%88%73%80%72%78%48%61%75%

abaaab

237141591712610192321701741612202Decrease
10%12%11%20%22%10%7%13%5%17%13%19%8%13%

baba

Don't Know (DO NOT READ
*-5--5-54*5--5OUT)
*%-%*%-%-%*%-%*%1%*%*%-%-%*%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

55495636279196Increase
14%12%14%9%30%32%12%

a

30828430029651401188Stay about the same
76%71%75%76%70%57%75%

40624555-27202Decrease
10%16%11%14%-%11%13%

d

Don't Know (DO NOT READ
-5---*5OUT)
-%1%-%-%-%*%*%

abd

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12319283015131317917101811200Unweighted total
1706912141831321014212010196Weighted total

8335567152177510596Parcels and packets
49%42%55%46%42%38%50%64%70%51%24%50%48%49%

57243578113685466Letters
34%31%47%27%39%38%26%34%30%42%40%27%35%34%

3513415581455*42Large letters
21%9%31%32%9%28%16%25%15%30%25%25%2%22%

Other everyday
correspondence, such as
invoices, one off bills

7*1*2-32----*8etc.
4%4%10%4%11%-%8%8%-%-%-%-%2%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

5***1-*2---1-6mail
3%7%5%3%9%-%1%8%-%-%-%6%-%3%

Order fulfilment
(sending ordered goods

5----1-2---2-5to customers)
3%-%-%-%-%7%-%8%-%-%-%8%-%3%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2-1----2-----3customer packs etc
1%-%10%-%-%-%-%8%-%-%-%-%-%2%

Publications, such as
magazines, periodicals,

3*----*2-----3customer newsletters
2%2%-%-%-%-%1%8%-%-%-%-%-%1%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9*-1---3--32210Other (PLEASE SPECIFY)
5%7%-%8%-%-%-%9%-%-%12%8%15%5%

None of these (DO NOT
7--1-32----2-8READ OUT)
4%-%-%8%-%18%8%-%-%-%-%8%-%4%

Don't Know (DO NOT READ
-*-----------*OUT)
-%7%-%-%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12319283015131317917101811200Unweighted total
1706912141831321014212010196Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
921085751735143681171103274200Unweighted total
86110913518771136382286196Weighted total

52433-229226240*119396Parcels and packets
61%39%35%-%51%31%49%36%18%64%2%72%66%53%49%

ag

34326114613789426*66Letters
40%29%62%78%42%71%32%52%60%15%43%77%20%3%34%

aae

18252*12401810102-2-42Large letters
21%22%27%36%18%31%21%25%74%16%25%-%9%-%22%

Other everyday
correspondence, such as
invoices, one off bills

441-**823*3**-8etc.
5%4%7%-%16%2%4%2%19%1%36%23%1%-%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

6**--*622**--16mail
7%*%2%-%-%3%3%3%18%*%6%-%-%22%3%

a

Order fulfilment
(sending ordered goods

23----5-22---15to customers)
3%3%-%-%-%-%3%-%18%2%-%-%-%22%3%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

3-----3-2**---3customer packs etc
4%-%-%-%-%-%2%-%18%1%6%-%-%-%2%

a

Publications, such as
magazines, periodicals,

3**-**2-3*----3customer newsletters
3%*%3%-%3%3%1%-%19%*%-%-%-%-%1%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

19----103-5-*2-10Other (PLEASE SPECIFY)
2%8%-%-%-%-%5%5%-%7%-%23%6%-%5%

b

None of these (DO NOT
-8----82-4--2-8READ OUT)
-%7%-%-%-%-%4%3%-%6%-%-%6%-%4%

b
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
921085751735143681171103274200Unweighted total
86110913518771136382286196Weighted total

Don't Know (DO NOT READ
*-----*---*---*OUT)
*%-%-%-%-%-%*%-%-%-%5%-%-%-%*%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 194  (continuation)                                                                                                                                                                      Page 1715

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*ed*cbacb*aba*d*c*baSignificance Level: 95%
221183126346010380171039710181380200Unweighted total
*916233026818594178511131211101196Weighted total

-6581113455436654421375096Parcels and packets
-%67%29%35%37%50%56%63%38%33%63%37%20%24%66%49%49%

ba

*2119168201941619473622866Letters
100%26%67%41%51%29%25%23%44%34%23%42%79%50%20%27%34%

cb

-2661161118204182422*2042Large letters
-%27%39%26%37%23%13%22%21%23%22%22%56%16%2%20%22%

Other everyday
correspondence, such as
invoices, one off bills

-**12-417-17***38etc.
-%2%3%4%8%-%5%2%7%-%2%6%7%2%4%3%4%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

--1-21214215--*36mail
-%-%6%-%8%5%2%1%4%10%1%5%-%-%4%3%3%

Order fulfilment
(sending ordered goods

---221-14-14-1-25to customers)
-%-%-%7%8%5%-%1%4%-%1%4%-%10%-%2%3%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--*-2-**2**3--**3customer packs etc
-%-%3%-%8%-%*%1%3%2%1%3%-%-%4%*%2%

Publications, such as
magazines, periodicals,

-**-2--*2-*2----3customer newsletters
-%1%1%-%8%-%-%*%3%-%*%2%-%-%-%-%1%

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1-627229--3510Other (PLEASE SPECIFY)
-%-%-%-%3%-%8%2%7%10%2%8%-%-%27%5%5%

None of these (DO NOT
---*-44-8--8---88READ OUT)
-%-%-%2%-%14%5%-%9%-%-%7%-%-%-%8%4%

cb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*ed*cbacb*aba*d*c*baSignificance Level: 95%
221183126346010380171039710181380200Unweighted total
*916233026818594178511131211101196Weighted total

Don't Know (DO NOT READ
-----*---*-*----*OUT)
-%-%-%-%-%2%-%-%-%2%-%*%-%-%-%-%*%

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 194  (continuation)                                                                                                                                                                      Page 1717

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
137111545154351641516182277200Unweighted total

78410444151321631021192175196Weighted total

5573233612668102017192796Parcels and packets
71%68%31%75%40%80%42%98%92%86%91%36%49%

aaa

1164975926511*13066Letters
21%19%47%16%39%5%40%7%7%2%5%40%34%

bbb

21228537240*2321942Large letters
31%15%27%12%25%7%25%5%11%16%9%26%22%

b

Other everyday
correspondence, such as
invoices, one off bills

1351718----48etc.
8%3%5%2%5%2%5%-%-%-%-%5%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

1331516--*-36mail
13%3%3%2%4%3%3%-%-%1%-%4%3%

Order fulfilment
(sending ordered goods

-5-3232---245to customers)
-%6%-%6%2%9%2%-%-%-%7%5%3%

aa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*2**3*3----33customer packs etc
7%3%*%1%2%1%2%-%-%-%-%4%2%

Publications, such as
magazines, periodicals,

-3**3-3--*-23customer newsletters
-%3%*%*%2%-%2%-%-%1%-%3%1%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-912829----910Other (PLEASE SPECIFY)
-%11%1%5%5%5%5%-%-%-%-%12%5%

a

None of these (DO NOT
-262626--2*58READ OUT)
-%2%6%4%4%5%4%-%-%12%2%6%4%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
137111545154351641516182277200Unweighted total

78410444151321631021192175196Weighted total

Don't Know (DO NOT READ
--*-*-*-----*OUT)
-%-%*%-%*%-%*%-%-%-%-%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
36190984041041366887131185145178905060200Unweighted total
28182923641071177167127177130166875060196Weighted total

20864994795454298281637251222296Parcels and packets
73%47%53%25%93%74%46%77%44%65%46%49%43%59%45%37%49%

abcabcegabcega

765182149496342864396422242166Letters
24%36%20%58%100%8%42%8%50%22%36%30%39%25%47%35%34%

aadfbcdffdffdfc

5392110314256182541394014131542Large letters
19%21%23%28%61%13%21%8%27%20%23%30%24%16%27%25%22%

affffff

Other everyday
correspondence, such as
invoices, one off bills

387*2161438583418etc.
12%4%8%1%59%1%5%1%6%3%5%4%5%4%8%1%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

363*2161536661326mail
10%4%3%1%59%1%6%1%7%2%4%4%4%1%6%4%3%

Order fulfilment
(sending ordered goods

255-2353455542215to customers)
9%3%6%-%59%3%5%4%6%4%3%4%2%2%5%2%3%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

232*2*3*32323-213customer packs etc
9%2%3%1%59%*%2%1%5%2%2%2%2%-%5%1%2%

bc

Publications, such as
magazines, periodicals,

333-2*3*33333*3-3customer newsletters
9%1%3%-%59%*%2%*%4%2%2%2%2%*%5%-%1%

bc

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

27102-852*76363-710Other (PLEASE SPECIFY)
7%4%11%5%-%7%4%3%1%5%3%2%3%3%-%12%5%

bbc

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
36190984041041366887131185145178905060200Unweighted total
28182923641071177167127177130166875060196Weighted total

None of these (DO NOT
-82*-736368882428READ OUT)
-%4%2%1%-%7%2%8%5%5%5%6%5%2%9%3%4%

g

Don't Know (DO NOT READ
-*----*---***--**OUT)
-%*%-%-%-%-%*%-%-%-%*%*%*%-%-%1%*%

Refused (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*bacba*fedcbac*b*abaSignificance Level: 95%
--20038193116-197172197176197160619120148200Unweighted total
--19634188108-194166191162191163521128141196Weighted total

--96239449-958696829674215606296Parcels and packets
-%-%49%66%50%45%-%49%52%50%51%50%45%39%72%47%44%49%

a

--66116136-65506358636023515166Letters
-%-%34%32%32%34%-%33%30%33%36%33%37%32%16%40%36%34%

--4254225-42384039403217293142Large letters
-%-%22%13%22%23%-%22%23%21%24%21%20%24%33%23%22%22%

Other everyday
correspondence, such as
invoices, one off bills

--8387-888588--678etc.
-%-%4%9%4%6%-%4%5%4%3%4%5%-%-%5%5%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--6466-666665--566mail
-%-%3%12%3%6%-%3%4%3%4%3%3%-%-%4%4%3%

b

Order fulfilment
(sending ordered goods

--5555-555455--545to customers)
-%-%3%15%3%5%-%3%3%3%2%3%3%-%-%4%3%3%

ab

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--3233-333333--223customer packs etc
-%-%2%7%2%3%-%2%2%2%2%2%2%-%-%2%2%2%

Publications, such as
magazines, periodicals,

--3233-333333--233customer newsletters
-%-%1%7%1%2%-%1%2%1%2%1%2%-%-%2%2%1%

b

Goods / business
supplies / large packets

------------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--10*106-10101041082*3510Other (PLEASE SPECIFY)
-%-%5%1%5%6%-%5%6%5%2%5%5%30%2%2%4%5%

None of these (DO NOT
--8-86-888888--288READ OUT)
-%-%4%-%4%6%-%4%5%4%5%4%5%-%-%1%6%4%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*bacba*fedcbac*b*abaSignificance Level: 95%
--20038193116-197172197176197160619120148200Unweighted total
--19634188108-194166191162191163521128141196Weighted total

Don't Know (DO NOT READ
--*-*--*-*-**--***OUT)
-%-%*%-%*%-%-%*%-%*%-%*%*%-%-%*%*%*%

Refused (DO NOT READ
------------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
Table 194  (continuation)                                                                                                                                                                      Page 1723

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babacbaSignificance Level: 95%
621813749111455195761241253340200Unweighted total
692013751101496190821151212845196Weighted total

44166029472591385741223396Parcels and packets
64%80%44%57%37%48%75%48%47%50%34%77%73%49%

cc

16254112572653036544666Letters
23%10%39%22%24%38%25%34%37%31%45%16%13%34%

aab

14*2218*26-421626296642Large letters
21%1%16%36%5%18%-%22%20%23%24%20%14%22%

b

Other everyday
correspondence, such as
invoices, one off bills

3*5316-8353148etc.
4%2%3%6%12%4%-%4%4%4%2%4%9%4%

Advertising and
promotional material,
such as catalogues,
brochures and direct

3-14*5-6423*36mail
5%-%1%8%4%3%-%3%5%2%3%2%6%3%

b

Order fulfilment
(sending ordered goods

4232-4-542-245to customers)
5%8%2%5%-%2%-%3%5%1%-%6%8%3%

cc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

3-*2-3-321**23customer packs etc
4%-%*%5%-%2%-%2%3%1%*%2%5%2%

bc

Publications, such as
magazines, periodicals,

3-*2-3-32**-23customer newsletters
4%-%*%5%-%2%-%1%3%*%*%-%5%1%

bc

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7273-8-103732510Other (PLEASE SPECIFY)
10%10%5%6%-%5%-%5%4%6%3%6%11%5%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babacbaSignificance Level: 95%
621813749111455195761241253340200Unweighted total
692013751101496190821151212845196Weighted total

None of these (DO NOT
2-8-26-8448--8READ OUT)
2%-%6%-%23%4%-%4%5%3%7%-%-%4%

Don't Know (DO NOT READ
--*--*-*-**--*OUT)
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 194  (continuation)                                                                                                                                                                      Page 1725

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
58545137269200Unweighted total
55495636279196Weighted total

23203320*5296Parcels and packets
41%41%58%56%22%66%49%

262410721566Letters
46%49%18%19%78%19%34%

abab

141199-1442Large letters
25%22%15%25%-%18%22%

Other everyday
correspondence, such as
invoices, one off bills

--35-38etc.
-%-%5%14%-%4%4%

cd

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1*5-36mail
-%1%1%15%-%4%3%

bcd

Order fulfilment
(sending ordered goods

--24-45to customers)
-%-%3%10%-%5%3%

cd

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--*3-33customer packs etc
-%-%1%8%-%4%2%

cd

Publications, such as
magazines, periodicals,

-**2-33customer newsletters
-%*%*%7%-%3%1%

d

Goods / business
supplies / large packets

-------ordered via lorry
-%-%-%-%-%-%-%

Legal / accounts
-------documents / tax forms
-%-%-%-%-%-%-%

234*-910Other (PLEASE SPECIFY)
4%7%7%1%-%12%5%

None of these (DO NOT
422*-28READ OUT)
7%4%3%1%-%2%4%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
58545137269200Unweighted total
55495636279196Weighted total

Don't Know (DO NOT READ
--*---*OUT)
-%-%1%-%-%-%*%

Refused (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
Table 194  (continuation)                                                                                                                                                                      Page 1727

QS1a. Are there any types of mail that you send in particular that you expect to see increased volumes in?
Base: All with increase at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1202225339141720141210186200Unweighted total
173810119153637161120216202Weighted total

123488712282571015182143Letters
71%45%77%71%73%81%80%66%42%87%73%86%27%71%

58133*4131674311-66Large letters
34%11%33%28%2%24%37%43%41%38%16%53%-%32%

Other everyday
correspondence, such as
invoices, one off bills

2711132757*-3-30etc.
16%17%9%4%27%11%21%14%42%2%-%15%-%15%

171-1--37313-*20Parcels and packets
10%15%-%8%-%-%8%19%16%13%15%-%3%10%

Advertising and
promotional material,
such as catalogues,
brochures and direct

6-*11-22-----7mail
4%-%4%7%13%-%7%6%-%-%-%-%-%4%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5**-12-2*----6customer packs etc
3%5%4%-%14%11%-%6%1%-%-%-%-%3%

Publications, such as
magazines, periodicals,

4-1--2-2-----5customer newsletters
2%-%9%-%-%11%-%6%-%-%-%-%-%2%

Order fulfilment
(sending ordered goods

4------2-1---4to customers)
2%-%-%-%-%-%-%6%-%11%-%-%-%2%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62-2---*-12-29Other (PLEASE SPECIFY)
3%22%-%15%-%-%-%*%-%11%12%-%27%4%

m

None of these (DO NOT
6--*--22----17READ OUT)
4%-%-%4%-%-%7%6%-%-%-%-%20%3%

Don't Know (DO NOT READ
1-1--1------*2OUT)
1%-%6%-%-%8%-%-%-%-%-%-%3%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1202225339141720141210186200Unweighted total
173810119153637161120216202Weighted total

Refused (DO NOT READ
1-----------11OUT)
1%-%-%-%-%-%-%-%-%-%-%-%20%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 195  (continuation)                                                                                                                                                                      Page 1729

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
101994710730153856372322717200Unweighted total

961078215194828322632523202Weighted total

67766114136586242331118143Letters
70%71%80%80%74%81%70%72%71%75%87%100%44%75%71%

214531*1633121612-1466Large letters
22%42%33%59%40%23%32%38%26%50%48%-%2%16%32%

b

Other everyday
correspondence, such as
invoices, one off bills

13171*-*2912-41-9430etc.
13%16%11%22%-%10%15%14%-%12%6%-%36%18%15%

3171-*11910-43-3-20Parcels and packets
3%16%9%-%16%11%10%12%-%12%10%-%12%-%10%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

43----76-*--1-7mail
5%3%-%-%-%-%4%7%-%1%-%-%5%-%4%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

24**--63-2*-1*6customer packs etc
2%4%2%10%-%-%3%3%-%5%2%-%5%2%3%

Publications, such as
magazines, periodicals,

-5----53-*--2-5customer newsletters
-%5%-%-%-%-%3%3%-%1%-%-%7%-%2%

b

Order fulfilment
(sending ordered goods

-4----42--1---4to customers)
-%3%-%-%-%-%2%3%-%-%5%-%-%-%2%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

54*-**95-2---29Other (PLEASE SPECIFY)
5%4%4%-%15%2%5%7%-%7%-%-%-%7%4%

None of these (DO NOT
7-----712---*-7READ OUT)
7%-%-%-%-%-%3%2%29%-%-%-%2%-%3%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 195  (continuation)                                                                                                                                                                      Page 1730

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
101994710730153856372322717200Unweighted total

961078215194828322632523202Weighted total

Don't Know (DO NOT READ
2**-**21-**---2OUT)
2%*%4%-%10%4%1%2%-%1%1%-%-%-%1%

Refused (DO NOT READ
1-----1------11OUT)
1%-%-%-%-%-%1%-%-%-%-%-%-%5%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
Table 195  (continuation)                                                                                                                                                                      Page 1731

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
-11830303287569945561448171083200Unweighted total
-4723292910740108544016261214103202Weighted total

-26171921742971432911448966143Letters
-%60%91%76%64%72%69%72%65%80%72%70%72%66%64%64%71%

-1481473113391313521733266Large letters
-%38%64%37%47%23%29%33%36%24%33%32%10%55%18%31%32%

Other everyday
correspondence, such as
invoices, one off bills

--2*841541874262242030etc.
-%-%33%2%29%13%14%10%17%14%10%16%31%16%27%19%15%

d

-2-17376104614-1-1320Parcels and packets
-%55%-%3%24%10%7%14%10%7%14%9%-%5%-%13%10%

ad

Advertising and
promotional material,
such as catalogues,
brochures and direct

----21415116---67mail
-%-%-%-%8%4%3%3%5%1%3%4%-%-%-%6%4%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--2-4**24*24*1-36customer packs etc
-%-%27%-%13%1%*%5%4%1%5%3%3%10%-%3%3%

ad

Publications, such as
magazines, periodicals,

---22-122123---45customer newsletters
-%-%-%7%8%-%1%4%2%2%4%2%-%-%-%4%2%

a

Order fulfilment
(sending ordered goods

----2-1-21-4---44to customers)
-%-%-%-%8%-%1%-%2%2%-%2%-%-%-%4%2%

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---11-715418-2-69Other (PLEASE SPECIFY)
-%-%-%6%2%-%6%2%4%7%2%5%-%14%-%6%4%

None of these (DO NOT
-----*6-51-7---57READ OUT)
-%-%-%-%-%2%6%-%5%2%-%4%-%-%-%5%3%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
-11830303287569945561448171083200Unweighted total
-4723292910740108544016261214103202Weighted total

Don't Know (DO NOT READ
--*--*1*11*2-*--2OUT)
-%-%2%-%-%2%1%*%1%2%*%1%-%1%-%-%1%

Refused (DO NOT READ
------1-1--1--1-1OUT)
-%-%-%-%-%-%1%-%1%-%-%1%-%-%9%-%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 195  (continuation)                                                                                                                                                                      Page 1733

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
135164151859191542983200Unweighted total
33516416186819453*789202Weighted total

32311712131713533*356143Letters
100%65%71%73%70%92%70%66%100%60%45%63%71%

-194675926311*23866Large letters
-%55%28%41%32%30%33%28%23%60%23%43%32%

a

Other everyday
correspondence, such as
invoices, one off bills

-426*30*30---*1630etc.
-%11%16%1%16%2%15%-%-%-%7%18%15%

-514317*191*-31220Parcels and packets
-%16%9%18%9%6%10%13%11%-%37%14%10%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--7-7-7----47mail
-%-%4%-%4%-%4%-%-%-%-%5%4%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--6-6-6----46customer packs etc
-%-%4%-%3%-%3%-%-%-%-%4%3%

Publications, such as
magazines, periodicals,

-2323-5----25customer newsletters
-%5%2%10%2%-%3%-%-%-%-%2%2%

Order fulfilment
(sending ordered goods

--4-4-4-----4to customers)
-%-%2%-%2%-%2%-%-%-%-%-%2%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-27*9-9--*169Other (PLEASE SPECIFY)
-%5%4%1%5%-%5%-%-%40%12%7%4%

None of these (DO NOT
--7-7-7----27READ OUT)
-%-%4%-%4%-%3%-%-%-%-%3%3%

Don't Know (DO NOT READ
-*2-2-2----12OUT)
-%*%1%-%1%-%1%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
135164151859191542983200Unweighted total
33516416186819453*789202Weighted total

Refused (DO NOT READ
--1-1-1----11OUT)
-%-%1%-%1%-%1%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
2119352443561524380841921281914741110200Unweighted total
1919367541501504070881951201953842119202Weighted total

13136513712910519495913985139232891143Letters
70%70%76%69%57%57%70%48%71%67%71%71%71%61%67%77%71%

ffffffc

6652822*205113273966586610193666Large letters
32%34%41%41%15%40%34%34%39%45%34%48%34%27%46%30%32%

acg

Other everyday
correspondence, such as
invoices, one off bills

629810*72891092915281031730etc.
32%15%12%18%15%14%19%23%14%11%15%12%14%25%7%15%15%

b

52063-131513514201720321220Parcels and packets
25%10%10%6%-%25%10%31%8%15%10%14%10%8%5%10%10%

cabcdeg

Advertising and
promotional material,
such as catalogues,
brochures and direct

2763-161437772227mail
13%4%9%5%-%3%4%3%6%3%4%6%4%6%6%2%4%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2633**6*226563-46customer packs etc
13%3%4%5%15%1%4%1%3%2%3%4%3%7%-%3%3%

Publications, such as
magazines, periodicals,

442--242224444-*5customer newsletters
22%2%4%-%-%3%3%4%2%2%2%3%2%12%-%*%2%

ab

Order fulfilment
(sending ordered goods

242---4---4442-14to customers)
13%2%4%-%-%-%2%-%-%-%2%3%2%6%-%1%2%

Goods / business
supplies / large packets

-----------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1925*242238281359Other (PLEASE SPECIFY)
5%4%2%8%43%4%3%4%3%3%4%1%4%3%6%4%4%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
2119352443561524380841921281914741110200Unweighted total
1919367541501504070881951201953842119202Weighted total

None of these (DO NOT
-722--7-*27574-37READ OUT)
-%3%4%4%-%-%4%-%1%3%3%4%3%10%-%2%3%

ab

Don't Know (DO NOT READ
-2-1--2-1*2*2*-22OUT)
-%1%-%1%-%-%1%-%1%*%1%*%1%*%-%2%1%

Refused (DO NOT READ
-1---1111-1-1-1-1OUT)
-%1%-%-%-%3%1%3%2%-%1%-%1%-%3%-%1%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*acba*fedcbac*babaSignificance Level: 95%
200--31197115-197161199174198152534153146200Unweighted total
202--33201126-198162200171198150635157146202Weighted total

143--2114289-140114143130141106522106103143Letters
71%-%-%62%71%71%-%71%70%71%76%71%71%76%61%68%70%71%

66--106649-63546659665164505066Large letters
32%-%-%29%33%39%-%32%33%33%35%33%34%97%11%32%34%32%

a

Other everyday
correspondence, such as
invoices, one off bills

30--83021-30243024301928242330etc.
15%-%-%23%15%17%-%15%15%15%14%15%12%27%23%15%16%15%

20--22017-202020202014-5151420Parcels and packets
10%-%-%7%10%14%-%10%12%10%11%10%10%-%15%10%9%10%

Advertising and
promotional material,
such as catalogues,
brochures and direct

7--177-777677--557mail
4%-%-%4%4%5%-%4%4%4%3%4%5%-%-%3%3%4%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

6---63-6565652-636customer packs etc
3%-%-%-%3%2%-%3%3%3%3%3%3%27%-%4%2%3%

Publications, such as
magazines, periodicals,

5--*53-545453-24*5customer newsletters
2%-%-%1%2%2%-%2%3%2%3%2%2%-%5%3%*%2%

Order fulfilment
(sending ordered goods

4---44-444444--414to customers)
2%-%-%-%2%3%-%2%2%2%2%2%2%-%-%2%1%2%

Goods / business
supplies / large packets

------------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9--193-887578-1679Other (PLEASE SPECIFY)
4%-%-%3%4%3%-%4%5%3%3%3%5%-%3%4%5%4%

None of these (DO NOT
7---72-727277--777READ OUT)
3%-%-%-%3%2%-%3%2%3%1%3%4%-%-%4%4%3%

Don't Know (DO NOT READ
2--121-212122**2*2OUT)
1%-%-%4%1%1%-%1%1%1%1%1%1%3%*%1%*%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*acba*fedcbac*babaSignificance Level: 95%
200--31197115-197161199174198152534153146200Unweighted total
202--33201126-198162200171198150635157146202Weighted total

Refused (DO NOT READ
1---1--111111--1-1OUT)
1%-%-%-%1%-%-%1%1%1%1%1%1%-%-%1%-%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
255141582012711189331671721513200Unweighted total
237141591712610192321701741612202Weighted total

18*9743158481342012312986143Letters
77%3%69%73%87%66%80%70%63%72%74%49%49%71%

9352136386591847547566Large letters
37%40%37%23%35%30%61%31%57%28%31%45%41%32%

aa

Other everyday
correspondence, such as
invoices, one off bills

3-229319-30*3027-330etc.
15%-%15%15%16%15%-%16%1%17%16%-%25%15%

b

1411839*19514163120Parcels and packets
6%61%8%14%15%7%4%10%17%8%9%19%5%10%

Advertising and
promotional material,
such as catalogues,
brochures and direct

--1622-7-752-7mail
-%-%1%11%14%2%-%4%-%4%3%15%-%4%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--2422-6*66--6customer packs etc
-%-%1%8%14%1%-%3%1%3%4%-%-%3%

b

Publications, such as
magazines, periodicals,

2-2332-5-53-25customer newsletters
7%-%1%5%17%2%-%3%-%3%2%-%14%2%

Order fulfilment
(sending ordered goods

--1221-4124--4to customers)
-%-%1%4%14%1%-%2%4%1%2%-%-%2%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*72*618*99**9Other (PLEASE SPECIFY)
7%2%5%4%1%4%8%4%1%5%5%2%1%4%

None of these (DO NOT
--7--7-7247--7READ OUT)
-%-%5%-%-%5%-%3%8%2%4%-%-%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
Table 195  (continuation)                                                                                                                                                                      Page 1740

QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
255141582012711189331671721513200Unweighted total
237141591712610192321701741612202Weighted total

Don't Know (DO NOT READ
*-2*-211112--2OUT)
*%-%1%*%-%1%12%*%4%*%1%-%-%1%

a

Refused (DO NOT READ
---11--1-11--1OUT)
-%-%-%2%7%-%-%1%-%1%1%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*b*aSignificance Level: 95%
40604654-28200Unweighted total
40624555-27202Weighted total

31473331-18143Letters
79%77%73%56%-%66%71%

aa

15221315-1166Large letters
39%36%29%27%-%42%32%

Other everyday
correspondence, such as
invoices, one off bills

56910-330etc.
12%10%19%19%-%13%15%

4529-320Parcels and packets
10%8%4%17%-%10%10%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

511---7mail
12%2%3%-%-%-%4%

ac

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

22*1--6customer packs etc
6%4%1%2%-%-%3%

Publications, such as
magazines, periodicals,

22**-25customer newsletters
6%3%1%1%-%6%2%

Order fulfilment
(sending ordered goods

21----4to customers)
6%2%-%-%-%-%2%

Goods / business
supplies / large packets

-------ordered via lorry
-%-%-%-%-%-%-%

Legal / accounts
-------documents / tax forms
-%-%-%-%-%-%-%

1323-29Other (PLEASE SPECIFY)
1%6%4%6%-%6%4%

None of these (DO NOT
3--4--7READ OUT)
7%-%-%7%-%-%3%

cc

Don't Know (DO NOT READ
*--2-*2OUT)
1%-%-%3%-%*%1%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*b*aSignificance Level: 95%
40604654-28200Unweighted total
40624555-27202Weighted total

Refused (DO NOT READ
---1--1OUT)
-%-%-%2%-%-%1%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS1b. Are there any types of mail that you send in particular that you expect to see decreased volumes in?
Base: All with decrease at QS1

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12319283015131317917101811200Unweighted total
1706912141831321014212010196Weighted total

13056101113282191013177152Growth of business
77%85%69%87%78%72%91%66%98%71%65%85%70%77%

More items being sent to
8-*--232---2-9existing clients
5%-%1%-%-%9%9%8%-%-%-%8%-%4%

Increase use of direct
5-2---*-1*2-17mail for marketing
3%-%20%-%-%-%1%-%13%1%12%-%12%4%

Ability to reach more
4*11-----12-*6customers
2%7%10%5%-%-%-%-%-%9%12%-%2%3%

3------3-----3Cheaper / Lower Prices
2%-%-%-%-%-%-%9%-%-%-%-%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

2-***2-------3items)
1%-%4%4%1%9%-%-%-%-%-%-%-%1%

1-*------*-1-2Innovative services
1%-%4%-%-%-%-%-%-%2%-%6%-%1%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

221113226*35-226Other (PLEASE SPECIFY)
13%8%17%12%21%10%8%18%2%17%24%-%16%13%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
921085751735143681171103274200Unweighted total
86110913518771136382286196Weighted total

6587712414550114972234152Growth of business
75%79%78%78%73%80%77%70%85%78%90%100%83%78%77%

More items being sent to
36*--*85-4----9existing clients
3%5%3%-%-%5%4%7%-%6%-%-%-%-%4%

Increase use of direct
43*--*73-4----7mail for marketing
5%3%4%-%-%7%4%4%-%6%-%-%-%-%4%

Ability to reach more
15*--*54-2----6customers
1%4%3%-%-%6%3%6%-%3%-%-%-%-%3%

3-*-*-3--*--3-3Cheaper / Lower Prices
3%-%3%-%9%-%1%-%-%*%-%-%9%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

21*-*-3-2*--1-3items)
2%1%2%-%6%-%1%-%12%1%-%-%2%-%1%

11*-*-2--*--*12Innovative services
1%1%2%-%7%-%1%-%-%1%-%-%1%22%1%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12131***2512*81-4-26Other (PLEASE SPECIFY)
14%12%9%36%5%7%13%18%3%13%10%-%14%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*ed*cbacb*aba*d*c*baSignificance Level: 95%
221183126346010380171039710181380200Unweighted total
*916233026818594178511131211101196Weighted total

*8131825215974716747719579152Growth of business
100%93%80%78%82%79%73%87%75%37%87%69%39%75%47%78%77%

ba

More items being sent to
--*3-2434236-2-49existing clients
-%-%1%11%-%6%5%3%4%10%3%5%-%14%-%4%4%

Increase use of direct
--3-*1333134-*-37mail for marketing
-%-%17%-%2%3%4%4%3%7%4%4%-%3%-%3%4%

Ability to reach more
-**321-6*-6*-*-26customers
-%4%3%11%6%2%-%6%*%-%6%*%-%3%-%2%3%

aba

---*3--*3-*3--3-3Cheaper / Lower Prices
-%-%-%1%8%-%-%*%3%-%*%2%-%-%22%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*-*-*21-2122**-3items)
-%5%-%1%-%2%2%1%-%10%1%1%56%3%4%-%1%

-----111-111-*-12Innovative services
-%-%-%-%-%2%2%1%-%7%1%1%-%3%-%1%1%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**233143185323*231526Other (PLEASE SPECIFY)
-%2%1%9%10%13%17%3%19%29%3%21%5%15%27%15%13%

cb
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
137111545154351641516182277200Unweighted total

78410444151321631021192175196Weighted total

466793811329121920171849152Growth of business
65%79%76%85%75%91%74%96%93%87%88%65%77%

a

More items being sent to
-*8*8-9--3-49existing clients
-%*%8%*%6%-%5%-%-%13%-%6%4%

b

Increase use of direct
-252516--1*27mail for marketing
-%2%5%4%3%4%4%-%-%7%2%2%4%

Ability to reach more
*1415*5---*56customers
6%1%4%2%3%1%3%-%-%-%2%7%3%

-3*-3-3*---33Cheaper / Lower Prices
-%3%*%-%2%-%2%3%-%-%-%3%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-1212*3*--1-3items)
-%1%2%1%1%1%2%2%-%-%4%-%1%

-1111*2---1-2Innovative services
-%1%1%1%1%1%1%-%-%-%3%-%1%

-------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%

21311620223*1-41626Other (PLEASE SPECIFY)
29%16%10%13%13%7%14%5%7%-%21%21%13%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
36190984041041366887131185145178905060200Unweighted total
28182923641071177167127177130166875060196Weighted total

25144702348795585410413799126743938152Growth of business
91%79%77%63%100%81%82%83%80%82%78%76%76%86%79%64%77%

ca

More items being sent to
-725-232349693429existing clients
-%4%2%14%-%2%2%3%4%3%5%5%5%3%9%3%4%

a

Increase use of direct
-721-231437773317mail for marketing
-%4%2%3%-%2%3%1%7%3%4%5%4%3%7%2%4%

Ability to reach more
*651-532166562136customers
1%3%5%3%-%4%3%3%1%4%3%4%3%2%2%5%3%

-3---333**3*3-*33Cheaper / Lower Prices
-%2%-%-%-%3%2%4%*%*%2%*%2%-%1%4%1%

b

Increase in fulfilment
(fulfilling customer
orders by mailing out

*31--11111313-123items)
1%1%1%-%-%1%1%1%1%1%2%*%2%-%2%3%1%

*21--121*1212-112Innovative services
1%1%1%-%-%1%1%1%*%*%1%1%1%-%1%2%1%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

521166*161285172118211021426Other (PLEASE SPECIFY)
16%11%17%18%2%15%11%12%7%14%12%14%12%12%4%23%13%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*bacba*fedcbac*b*abaSignificance Level: 95%
--20038193116-197172197176197160619120148200Unweighted total
--19634188108-194166191162191163521128141196Weighted total

--1522714683-149126146122146126515104105152Growth of business
-%-%77%78%78%77%-%77%76%77%75%77%77%100%73%81%75%77%

More items being sent to
--9-96-999999--779existing clients
-%-%4%-%5%6%-%4%5%4%5%4%5%-%-%5%5%4%

Increase use of direct
--7-53-777777--577mail for marketing
-%-%4%-%2%3%-%4%4%4%4%4%4%-%-%4%5%4%

Ability to reach more
--6*65-636665--356customers
-%-%3%1%3%4%-%3%2%3%4%3%3%-%-%2%4%3%

--3-3--3*3333---33Cheaper / Lower Prices
-%-%1%-%1%-%-%1%*%1%2%1%2%-%-%-%2%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--3*3*-333332-*123items)
-%-%1%1%1%*%-%1%2%1%2%1%1%-%2%*%2%1%

--2-21-222222--122Innovative services
-%-%1%-%1%1%-%1%1%1%1%1%1%-%-%1%1%1%

------------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2672514-262126212618-5132026Other (PLEASE SPECIFY)
-%-%13%21%13%13%-%13%13%13%13%13%11%-%25%10%14%13%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*ba*babacbaSignificance Level: 95%
621813749111455195761241253340200Unweighted total
692013751101496190821151212845196Weighted total

541510540911351475695962036152Growth of business
78%76%77%79%88%76%78%77%69%83%79%70%79%77%

b

More items being sent to
*-9--8-9729--9existing clients
*%-%6%-%-%6%-%5%8%2%7%-%-%4%

a

Increase use of direct
2*52-7-7524-37mail for marketing
2%2%4%4%-%5%-%4%6%2%4%-%6%4%

Ability to reach more
1*23-2-6413*26customers
1%2%2%6%-%2%-%3%5%1%3%*%5%3%

-33*-3-33-*3-3Cheaper / Lower Prices
-%13%2%1%-%2%-%1%3%-%*%9%-%1%

ac

Increase in fulfilment
(fulfilling customer
orders by mailing out

*121-3-3-3*-13items)
*%4%1%2%-%2%-%1%-%2%*%-%1%1%

**-2-2-2-21-*2Innovative services
*%2%-%4%-%1%-%1%-%2%1%-%1%1%

b

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

132168217124916136726Other (PLEASE SPECIFY)
19%8%12%15%16%12%22%13%11%14%10%23%14%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
58545137269200Unweighted total
55495636279196Weighted total

45394127-66152Growth of business
81%79%74%75%-%85%77%

More items being sent to
3*32-*9existing clients
6%*%5%7%-%*%4%

Increase use of direct
41*2-27mail for marketing
6%3%1%5%-%3%4%

Ability to reach more
-213-16customers
-%4%1%8%-%2%3%

d

--3---3Cheaper / Lower Prices
-%-%5%-%-%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

*2****3items)
*%3%1%1%22%1%1%

--11-12Innovative services
-%-%1%3%-%1%1%

-------Better quality
-%-%-%-%-%-%-%

-------Because of the recession
-%-%-%-%-%-%-%

479621126Other (PLEASE SPECIFY)
7%14%16%16%78%14%13%

Columns Tested: a,b - a,b,c,d
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-42--2-1-1--10Unweighted total
6-11--3-1-2--8Weighted total

2-1*------2--3Growth of business
39%-%54%47%-%-%-%-%-%-%100%-%-%41%

Increase use of direct
1-----*-1----1mail for marketing

23%-%-%-%-%-%6%-%100%-%-%-%-%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--*----------*items)
-%-%37%-%-%-%-%-%-%-%-%-%-%5%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
--------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
--------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-**--2------3QS2a other
39%-%9%53%-%-%94%-%-%-%-%-%-%36%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
6431-273-6--1-10Unweighted total
53**-*83-3--2-8Weighted total

12**--33-*----3Growth of business
20%72%30%100%-%-%42%100%-%16%-%-%-%-%41%

Increase use of direct
1-*--*1--1----1mail for marketing

29%-%44%-%-%62%16%-%-%50%-%-%-%-%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*----*--*----*items)
-%12%-%-%-%-%5%-%-%14%-%-%-%-%5%

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
---------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
---------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21*--*3--1--2-3QS2a other
50%16%26%-%-%38%37%-%-%19%-%-%100%-%36%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-12212264-64-2-310Unweighted total
-**321244-44-1-48Weighted total

-**2-*-3*-3*---*3Growth of business
-%100%41%96%-%54%-%74%11%-%74%11%-%-%-%11%41%

Increase use of direct
--*---1*1-*1---11mail for marketing
-%-%59%-%-%-%73%4%30%-%4%30%-%-%-%30%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-----*-*--*--*--*items)
-%-%-%-%-%46%-%10%-%-%10%-%-%47%-%-%5%

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
-----------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
-----------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*2-**3-*3-*-23QS2a other
-%-%-%4%100%-%27%11%59%-%11%59%-%53%-%58%36%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3737191-22410Unweighted total
-262617*-1338Weighted total

--3-3-3----33Growth of business
-%-%53%-%53%-%49%-%-%-%-%97%41%

Increase use of direct
-1-1-1*--1--1mail for marketing
-%78%-%78%-%100%2%-%-%100%-%-%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*-*--*---*-*items)
-%22%-%22%-%-%6%-%-%-%14%-%5%

-------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
-------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
-------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%

--3-3-3*--2*3QS2a other
-%-%47%-%47%-%43%100%-%-%86%3%36%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*c*b*a*c*b*a*g*f*e*d*c*b*a*c*b*aSignificance Level: 95%
210511765391091044210Unweighted total
384**844188884138Weighted total

-32*-31-*3333**33Growth of business
-%41%68%100%-%38%14%-%60%41%41%44%41%3%38%100%41%

Increase use of direct
-1*--1***11111*-1mail for marketing
-%17%5%-%-%19%5%5%25%18%17%18%17%30%16%-%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-**--***-**-*-*-*items)
-%5%11%-%-%5%11%11%-%5%5%-%5%-%38%-%5%

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
-----------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
-----------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

331-*333*33333*-3QS2a other
100%36%16%-%100%38%70%84%15%37%36%38%36%68%9%-%36%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*a*b*aSignificance Level: 95%
--101107-1081010109-15910Unweighted total
--8*85-838888-*588Weighted total

--3-33-313333-*333Growth of business
-%-%41%-%41%62%-%41%29%41%41%41%41%-%100%54%42%41%

Increase use of direct
--1-11-111111---11mail for marketing
-%-%17%-%17%27%-%17%42%17%17%17%18%-%-%-%18%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--*-*--******---**items)
-%-%5%-%5%-%-%5%12%5%5%5%5%-%-%-%5%5%

------------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
------------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
------------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3*31-313333--333QS2a other
-%-%36%100%36%11%-%36%17%36%36%36%37%-%-%46%36%36%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
217316-102861210Unweighted total
1*53*5-8356*28Weighted total

--12-1-3313--3Growth of business
-%-%20%74%-%12%-%41%100%10%57%-%-%41%

Increase use of direct
1-1--1-1-1*-11mail for marketing

100%-%29%-%-%26%-%17%-%27%3%-%76%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*-*-*-*-*--**items)
-%100%-%12%-%8%-%5%-%7%-%-%24%5%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
--------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

More items being sent to
--------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3**3-3-32*-3QS2a other
-%-%51%14%100%53%-%36%-%56%40%100%-%36%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
1234-310Unweighted total
*115-28Weighted total

*-*3--3Growth of business
100%-%44%47%-%-%41%

Increase use of direct
-1---11mail for marketing
-%100%-%-%-%78%17%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--*--**items)
-%-%44%-%-%22%5%

-------Cheaper / Lower Prices
-%-%-%-%-%-%-%

-------Better quality
-%-%-%-%-%-%-%

-------Innovative services
-%-%-%-%-%-%-%

Ability to reach more
-------customers
-%-%-%-%-%-%-%

More items being sent to
-------existing clients
-%-%-%-%-%-%-%

-------Because of the recession
-%-%-%-%-%-%-%

--*3--3QS2a other
-%-%11%53%-%-%36%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS2b. What is the main reason for the expected increase in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an increase in volume

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1202225339141720141210186200Unweighted total
173810119153637161120216202Weighted total

Increase use of emailing
89443672117114812399services
51%44%45%23%59%46%59%45%68%38%41%55%50%49%

j

Use of new/digital
391144*5834123-46communication methods
23%17%13%33%44%1%14%22%16%37%58%16%-%23%

36222*810551-4243Postal costs
21%23%22%21%2%54%28%13%33%13%-%20%27%21%

Retirement / closing the
10*11-132-3-1-13business

6%5%13%8%-%8%9%6%-%23%-%6%-%6%

Electronic technology is
12----323--31-12more reliable / faster

7%-%-%-%-%21%7%7%-%-%14%6%-%6%

8*11--22-1--110Downsizing the company
4%6%6%9%-%-%7%6%-%11%-%-%23%5%

Increase use of social
6-*-2--3-*-2-6media
3%-%4%-%17%-%-%7%-%1%-%8%-%3%

3------3-*---3Security concerns
2%-%-%-%-%-%-%7%-%2%-%-%-%1%

Less effective than
other communications

2---1*---*---2media
1%-%-%-%14%1%-%-%-%2%-%-%-%1%

*-**--*------1Environmental costs
*%-%5%4%-%-%1%-%-%-%-%-%-%1%

**-------*---1More BACS payments
*%6%-%-%-%-%-%-%-%2%-%-%-%*%

-*-----------*Because of the recession
-%6%-%-%-%-%-%-%-%-%-%-%-%*%

Poor customer service
--*----------*/unreliable service
-%-%5%-%-%-%-%-%-%-%-%-%-%*%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6-12--*-3--229Other
4%-%5%15%-%-%1%-%16%-%-%8%30%4%

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1202225339141720141210186200Unweighted total
173810119153637161120216202Weighted total

--*----------*Don't Know
-%-%5%-%-%-%-%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
Table 198  (continuation)                                                                                                                                                                      Page 1761

QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
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Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
101994710730153856372322717200Unweighted total

961078215194828322632523202Weighted total

Increase use of emailing
505051139531317183111699services
52%47%63%83%49%60%49%39%30%53%71%100%45%69%49%

Use of new/digital
12332**14423195-5346communication methods
13%31%20%16%39%17%23%28%7%28%21%-%19%11%23%

b

26171*-14118-73-7843Postal costs
27%16%16%13%-%20%21%22%-%22%11%-%29%34%21%

Retirement / closing the
58----136114-**13business
5%7%-%-%-%-%7%7%15%3%17%-%2%2%6%

Electronic technology is
48*--*1211-1----12more reliable / faster
4%8%3%-%-%5%6%13%-%4%-%-%-%-%6%

72*--*9321--*-10Downsizing the company
8%2%5%-%-%8%5%4%29%3%-%-%2%-%5%

Increase use of social
*6**-*632-1--*6media
*%6%4%10%-%3%3%3%19%-%6%-%-%2%3%

b

-3*--*33--*---3Security concerns
-%3%3%-%-%4%1%3%-%-%1%-%-%-%1%

Less effective than
other communications

1****-1*----1-2media
1%*%4%11%16%-%1%*%-%-%-%-%6%-%1%

*1*--*11-*----1Environmental costs
*%1%5%-%-%7%*%1%-%1%-%-%-%-%1%

aa

***--**---*--*1More BACS payments
*%*%3%-%-%4%*%-%-%-%1%-%-%2%*%

a

*-----**------*Because of the recession
*%-%-%-%-%-%*%1%-%-%-%-%-%-%*%

Poor customer service
-*----*-----*-*/unreliable service
-%*%-%-%-%-%*%-%-%-%-%-%2%-%*%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
---------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fe*d*c*b*aSignificance Level: 95%
101994710730153856372322717200Unweighted total

961078215194828322632523202Weighted total

441-*184-2*-*29Other
4%4%8%-%10%11%4%5%-%5%2%-%2%9%4%

*-----*--*----*Don't Know
*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
-11830303287569945561448171083200Unweighted total
-4723292910740108544016261214103202Weighted total

Increase use of emailing
-3314141552205524207945104999services
-%72%37%62%47%50%48%51%51%45%51%49%68%42%75%48%49%

Use of new/digital
-1-2782452714541*412046communication methods
-%28%-%9%23%28%23%12%25%25%12%25%7%28%9%20%23%

b

-143652212211012303222543Postal costs
-%40%63%15%20%18%21%30%19%18%30%19%55%14%12%24%21%

Retirement / closing the
---1327165112---513business
-%-%-%6%10%6%7%3%6%10%3%7%-%-%-%5%6%

Electronic technology is
--2*425210-210--2612more reliable / faster
-%-%24%1%13%5%5%5%9%-%5%6%-%-%12%6%6%

a

---1*1726227-**510Downsizing the company
-%-%-%6%*%2%7%6%5%3%6%4%-%4%1%5%5%

Increase use of social
-*3*--333*33*--46media
-%4%37%1%-%-%3%7%3%1%7%2%3%-%-%4%3%

--3---*3*-3*-*--3Security concerns
-%-%37%-%-%-%*%6%*%-%6%*%-%2%-%-%1%

ba

Less effective than
other communications

-*--1--*1-*1-1--2media
-%10%-%-%4%-%-%1%1%-%1%1%-%12%-%-%1%

-*---***1-*1----1Environmental costs
-%10%-%-%-%2%*%1%1%-%1%1%-%-%-%-%1%

------1-**-1-*-*1More BACS payments
-%-%-%-%-%-%1%-%*%1%-%*%-%2%-%*%*%

------*-*--*----*Because of the recession
-%-%-%-%-%-%*%-%*%-%-%*%-%-%-%-%*%

Poor customer service
---*---*--*----**/unreliable service
-%-%-%2%-%-%-%1%-%-%1%-%-%-%-%*%*%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***2*613518-2219Other
-%10%2%1%6%2%5%2%2%10%2%5%-%14%12%1%4%

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

b
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*d*c*baSignificance Level: 95%
-11830303287569945561448171083200Unweighted total
-4723292910740108544016261214103202Weighted total

-----*--*--*----*Don't Know
-%-%-%-%-%2%-%-%*%-%-%*%-%-%-%-%*%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
135164151859191542983200Unweighted total
33516416186819453*789202Weighted total

Increase use of emailing
-168489149613-43699services
-%45%51%51%49%48%49%27%92%-%51%40%49%

Use of new/digital
36376403423***2446communication methods

100%17%22%37%21%41%22%60%8%60%2%27%23%

-1032339240--*32643Postal costs
-%30%20%21%21%27%21%-%-%40%40%30%21%

Retirement / closing the
-211-13-13----*13business
-%5%7%-%7%-%7%-%-%-%-%1%6%

Electronic technology is
-310-12-12----812more reliable / faster
-%7%6%-%7%-%6%-%-%-%-%9%6%

-19-10*9*--1310Downsizing the company
-%2%5%-%5%6%5%9%-%-%9%3%5%

Increase use of social
-25-6-6---*46media
-%5%3%-%3%-%3%-%-%-%2%5%3%

--3-3-3----33Security concerns
-%-%2%-%1%-%1%-%-%-%-%3%1%

Less effective than
other communications

-*1*1-2*---12media
-%*%1%1%1%-%1%3%-%-%-%2%1%

-*1*1-1-*--*1Environmental costs
-%1%1%2%*%-%1%-%11%-%-%*%1%

--1-1-1-----1More BACS payments
-%-%*%-%*%-%*%-%-%-%-%-%*%

--*-*-*-----*Because of the recession
-%-%*%-%*%-%*%-%-%-%-%-%*%

Poor customer service
--*-*-*----**/unreliable service
-%-%*%-%*%-%*%-%-%-%-%1%*%

Too complicated - hard
to understand what the

-------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%

-45*8-9-*-*39Other
-%11%3%2%4%-%4%-%11%-%3%4%4%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
Table 198  (continuation)                                                                                                                                                                      Page 1766

QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cba*ba*ba*e*d*c*baSignificance Level: 95%
135164151859191542983200Unweighted total
33516416186819453*789202Weighted total

--*-*-*----**Don't Know
-%-%*%-%*%-%*%-%-%-%-%1%*%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
2119352443561524380841921281914741110200Unweighted total
1919367541501504070881951201953842119202Weighted total

Increase use of emailing
11953618*257721283498559820205999services
59%49%54%34%15%50%51%53%41%39%50%46%50%53%47%50%49%

Use of new/digital
*421417*102631828422742373546communication methods
3%22%21%32%43%21%17%9%25%32%21%22%21%8%17%29%23%

ffgfc

742816-13341420234230428102243Postal costs
36%22%11%30%-%26%23%35%29%26%21%25%21%20%25%19%21%

Retirement / closing the
7137*--11-2*1391344513business

36%7%10%1%-%-%8%-%3%1%6%8%6%11%10%4%6%

dddd

Electronic technology is
-1295-383761281229212more reliable / faster
-%6%13%10%-%6%6%6%9%7%6%7%6%4%21%2%6%

ac

1942-2821496951310Downsizing the company
3%5%5%4%-%3%5%4%1%5%4%5%4%13%3%3%5%

a

Increase use of social
-664-*4*2466624-6media
-%3%9%8%-%*%3%*%3%5%3%5%3%5%10%-%3%

aaa

-333--*--3333-3*3Security concerns
-%1%4%5%-%-%*%-%-%3%1%2%1%-%6%*%1%

a

Less effective than
other communications

*2*1-*2***2*2-*12media
1%1%*%3%-%*%1%*%*%*%1%*%1%-%1%1%1%

-1*--11*11111--11Environmental costs
-%1%1%-%-%2%1%1%2%1%1%1%1%-%-%1%1%

-1----1-*-111--11More BACS payments
-%*%-%-%-%-%*%-%1%-%*%1%*%-%-%1%*%

-*--------****--*Because of the recession
-%*%-%-%-%-%-%-%-%-%*%*%*%1%-%-%*%

Poor customer service
-*--*-**-****-*-*/unreliable service
-%*%-%-%42%-%*%1%-%1%*%*%*%-%1%-%*%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cbac*bagfedcbacbaSignificance Level: 95%
2119352443561524380841921281914741110200Unweighted total
1919367541501504070881951201953842119202Weighted total

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*913-18131969*189Other
1%4%2%6%-%2%5%2%5%2%4%5%4%*%2%6%4%

-*-*----*-*-*--**Don't Know
-%*%-%1%-%-%-%-%1%-%*%-%*%-%-%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*acba*fedcbac*babaSignificance Level: 95%
200--31197115-197161199174198152534153146200Unweighted total
202--33201126-198162200171198150635157146202Weighted total

Increase use of emailing
99--229961-998499939976313707499services
49%-%-%67%49%48%-%50%52%50%54%50%51%51%38%45%51%49%

Use of new/digital
46--14527-43364335433436343446communication methods
23%-%-%3%22%21%-%22%22%22%21%22%23%42%17%22%23%23%

cc

43--94332-433843384124*16382643Postal costs
21%-%-%26%21%25%-%22%23%21%22%21%16%7%46%24%18%21%

c

Retirement / closing the
13--51310-121013111311-28913business

6%-%-%14%6%8%-%6%6%7%6%7%8%-%5%5%6%6%

Electronic technology is
12--5129-12111281211-212912more reliable / faster

6%-%-%15%6%7%-%6%7%6%5%6%7%-%4%8%6%6%

10--1104-105105109-*8810Downsizing the company
5%-%-%3%5%3%-%5%3%5%3%5%6%-%*%5%5%5%

Increase use of social
6---64-646665-2536media
3%-%-%-%3%3%-%3%2%3%4%3%3%-%5%3%2%3%

3--*33-3*3333-*3*3Security concerns
1%-%-%1%1%2%-%1%*%1%2%1%2%-%1%2%*%1%

Less effective than
other communications

2--*2*-2*2*22--222media
1%-%-%1%1%*%-%1%*%1%*%1%1%-%-%1%1%1%

1---11-111111--*11Environmental costs
1%-%-%-%1%1%-%1%1%1%1%1%1%-%-%*%1%1%

1--*1*-1*111*-*111More BACS payments
*%-%-%1%*%*%-%*%*%*%*%*%*%-%1%*%*%*%

*---*--*-*-*--****Because of the recession
*%-%-%-%*%-%-%*%-%*%-%*%-%-%1%*%*%*%

Poor customer service
*---**-*****--**-*/unreliable service
*%-%-%-%*%*%-%*%*%*%*%*%-%-%1%*%-%*%

Too complicated - hard
to understand what the

------------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
------------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*acba*fedcbac*babaSignificance Level: 95%
200--31197115-197161199174198152534153146200Unweighted total
202--33201126-198162200171198150635157146202Weighted total

9--196-969897-1749Other
4%-%-%2%4%5%-%4%4%4%5%4%5%-%4%4%3%4%

*--------*-**--*-*Don't Know
*%-%-%-%-%-%-%-%-%*%-%*%*%-%-%*%-%*%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
255141582012711189331671721513200Unweighted total
237141591712610192321701741612202Weighted total

Increase use of emailing
111663410611981287883899services
46%21%47%57%58%49%14%51%38%51%50%21%72%49%

Use of new/digital
4235822554083845*146communication methods

16%36%25%14%12%20%50%21%24%22%26%1%5%23%

922419624*422412910343Postal costs
38%23%17%32%36%19%4%22%6%24%17%61%29%21%

bb

Retirement / closing the
2-103672116713*-13business
7%-%7%5%34%5%16%6%20%4%7%3%-%6%

a

Electronic technology is
-34833-1231066-12more reliable / faster
-%38%3%14%17%2%-%6%8%6%3%38%-%6%

b

1-91*8195591*10Downsizing the company
3%-%6%1%3%6%10%4%15%3%5%4%4%5%

a

Increase use of social
2-6*-6151643-6media
7%-%4%*%-%5%14%3%2%3%2%15%-%3%

--3**3-3-3*3-3Security concerns
-%-%2%*%1%2%-%1%-%2%*%15%-%1%

Less effective than
other communications

-*1**1-2*11**2media
-%3%1%1%1%1%-%1%1%1%1%1%2%1%

*-1--1-11*1--1Environmental costs
2%-%1%-%-%1%-%1%3%*%1%-%-%1%

--****-1-11--1More BACS payments
-%-%*%*%1%*%-%*%-%*%*%-%-%*%

--*--**--**--*Because of the recession
-%-%*%-%-%*%4%-%-%*%*%-%-%*%

Poor customer service
---**--*-**--*/unreliable service
-%-%-%1%3%-%-%*%-%*%*%-%-%*%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*aba*ba*babac*b*aSignificance Level: 95%
255141582012711189331671721513200Unweighted total
237141591712610192321701741612202Weighted total

2-72-6272781*9Other
10%-%5%3%-%5%16%4%6%4%4%4%3%4%

--*--*-*-**--*Don't Know
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*b*aSignificance Level: 95%
40604654-28200Unweighted total
40624555-27202Weighted total

Increase use of emailing
18302130-1299services
46%49%47%54%-%45%49%

Use of new/digital
72199-446communication methods

19%34%19%16%-%13%23%

a

791611-1043Postal costs
17%14%35%20%-%38%21%

c

Retirement / closing the
3613-213business
7%10%3%5%-%6%6%

Electronic technology is
4-71-312more reliable / faster

10%-%15%2%-%9%6%

cac

4*-6-*10Downsizing the company
9%*%-%10%-%2%5%

bcbc

Increase use of social
-24--26media
-%3%10%-%-%6%3%

ad

--3---3Security concerns
-%-%6%-%-%-%1%

Less effective than
other communications

*--1-*2media
1%-%-%2%-%1%1%

**-*-*1Environmental costs
1%1%-%1%-%1%1%

*-*---1More BACS payments
1%-%*%-%-%-%*%

---*--*Because of the recession
-%-%-%1%-%-%*%

Poor customer service
---*--*/unreliable service
-%-%-%1%-%-%*%

Too complicated - hard
to understand what the

-------best mailing option is
-%-%-%-%-%-%-%

Relocation of staff /
-------company
-%-%-%-%-%-%-%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*b*aSignificance Level: 95%
40604654-28200Unweighted total
40624555-27202Weighted total

2412-29Other
5%6%2%4%-%8%4%

*-----*Don't Know
1%-%-%-%-%-%*%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2425434413413135Unweighted total
3312127834333237Weighted total

Increase use of emailing
12**-1-6--131-13services
38%82%19%-%79%-%67%-%-%49%100%53%-%36%

8-*1*32-1--1-9Postal costs
25%-%21%60%12%49%29%-%32%-%-%47%-%26%

Use of new/digital
**-**--------1communication methods
*%18%-%40%9%-%-%-%-%-%-%-%-%2%

--*----------*Downsizing the company
-%-%21%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12-1--3*331--213QS3a other
36%-%40%-%-%51%4%100%68%51%-%-%100%35%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
152093152618-55-3435Unweighted total
16212**13517-56-3737Weighted total

Increase use of emailing
67*-**134-*4-1413services

37%35%20%-%100%15%37%21%-%3%80%-%40%57%36%

55**-*98-1*-*-9Postal costs
30%23%28%30%-%31%26%45%-%27%8%-%7%-%26%

Use of new/digital
*1**--*1------1communication methods
1%3%16%70%-%-%1%4%-%-%-%-%-%-%2%

-*----**------*Downsizing the company
-%2%-%-%-%-%1%3%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

---------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
---------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
---------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

581--1124-31-2313QS3a other
33%37%36%-%-%54%35%27%-%70%11%-%53%43%35%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*e*d*c*b*a*c*b*a*b*a*d*c*b*aSignificance Level: 95%
-43355151018710252221335Unweighted total
-242641982368282231437Weighted total

Increase use of emailing
-*-*3*10*112*13---513services
-%8%-%8%45%10%53%4%49%30%4%45%-%-%-%35%36%

--2-22426228--259Postal costs
-%-%41%-%32%49%21%23%27%26%23%27%-%-%57%35%26%

Use of new/digital
-*-*--**1-*1*---1communication methods
-%8%-%5%-%-%2%2%2%-%2%2%9%-%-%-%2%

------*--*-*----*Downsizing the company
-%-%-%-%-%-%2%-%-%8%-%2%-%-%-%-%1%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-23212465267221413QS3a other
-%85%59%86%23%41%21%72%21%36%72%24%91%100%43%30%35%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*c*b*a*ba*ba*e*d*c*b*aSignificance Level: 95%
-629332134-1-11835Unweighted total
-927433235-*-*1937Weighted total

Increase use of emailing
-311-13-13---*313services
-%27%39%-%40%-%38%-%-%-%100%16%36%

--9-9-9----69Postal costs
-%-%34%-%29%-%27%-%-%-%-%31%26%

Use of new/digital
--1-1-1----11communication methods
-%-%2%-%2%-%2%-%-%-%-%4%2%

--*-*-*-----*Downsizing the company
-%-%2%-%1%-%1%-%-%-%-%-%1%

Too complicated - hard
to understand what the

-------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
-------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7649211-*--913QS3a other
-%73%22%100%28%100%32%-%100%-%-%49%35%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

*cb*a*c*b*a*g*f*e*dc*ba*c*b*aSignificance Level: 95%
5341013-72851514342533991735Unweighted total
9361414-629614153626366141637Weighted total

Increase use of emailing
61373-*123331381326513services

64%36%50%22%-%6%40%44%21%19%36%30%37%31%41%34%36%

*946--8-549892439Postal costs
1%26%29%43%-%-%27%-%35%26%26%30%25%34%30%19%26%

Use of new/digital
-1-*-*1-11111***1communication methods
-%2%-%2%-%7%2%-%4%4%2%3%2%2%1%3%2%

------*------*--*Downsizing the company
-%-%-%-%-%-%2%-%-%-%-%-%-%7%-%-%1%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31335-5836813101324713QS3a other
35%36%20%33%-%87%29%56%40%51%36%37%36%26%29%44%35%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

c*b*a*cb*a*fe*dcba*c*b*a*b*aSignificance Level: 95%
35--73520-352935313525-7272435Unweighted total
37--103724-373037343726-8282337Weighted total

Increase use of emailing
13--8139-131213131310-381313services
36%-%-%78%36%36%-%36%40%36%38%36%39%-%32%27%56%36%

9--*96-979796-3959Postal costs
26%-%-%1%26%24%-%26%24%26%22%26%23%-%44%33%22%26%

Use of new/digital
1---1*-111111--*11communication methods
2%-%-%-%2%2%-%2%2%2%2%2%3%-%-%1%3%2%

*--**--*-*-**----*Downsizing the company
1%-%-%4%1%-%-%1%-%1%-%1%2%-%-%-%-%1%

Too complicated - hard
to understand what the

------------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

------------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
------------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
------------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13--2139-13101313139-211513QS3a other
35%-%-%16%35%39%-%35%34%35%38%35%34%-%24%39%20%35%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
512213818134629284335Unweighted total
8120171017135730276337Weighted total

Increase use of emailing
3-854611231013-*13services

32%-%41%30%43%38%100%33%46%34%48%-%5%36%

--3632-9-964-9Postal costs
-%-%17%37%33%13%-%27%-%31%21%60%-%26%

Use of new/digital
--1*-*-1*11--1communication methods
-%-%3%1%-%2%-%2%2%2%2%-%-%2%

---**--*-**--*Downsizing the company
-%-%-%3%5%-%-%1%-%2%2%-%-%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase use of social
--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

518528-1331073313QS3a other
68%100%40%30%19%47%-%37%51%32%26%40%95%35%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

*d*c*b*a*b*aSignificance Level: 95%
61199-635Unweighted total
811136-937Weighted total

Increase use of emailing
1462-313services

17%34%51%31%-%27%36%

5-23--9Postal costs
60%-%15%54%-%-%26%

Use of new/digital
-1*---1communication methods
-%5%1%-%-%-%2%

---*--*Downsizing the company
-%-%-%8%-%-%1%

Too complicated - hard
to understand what the

-------best mailing option is
-%-%-%-%-%-%-%

-------Environmental costs
-%-%-%-%-%-%-%

Less effective than
other communications

-------media
-%-%-%-%-%-%-%

Increase use of social
-------media
-%-%-%-%-%-%-%

Relocation of staff /
-------company
-%-%-%-%-%-%-%

-------Because of the recession
-%-%-%-%-%-%-%

274*-713QS3a other
23%60%33%6%-%73%35%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

Yes, and we have tried
1323648172235127101010146another provider

10%5%9%5%8%12%10%13%10%8%6%6%11%9%

jljljll

Yes, but we have not
733465781597-17586tried another provider

5%4%6%8%5%5%3%5%7%8%-%11%5%5%

cccccccccglmc

11546359719111219822610472147130731347No
84%90%83%86%87%81%87%81%83%82%92%83%83%85%

fhkmf

9*11*2*3*13--12Don't Know
1%1%2%1%*%1%*%1%*%2%2%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

Yes, and we have tried
70766*2414053638102248146another provider

9%9%9%2%13%9%9%8%8%10%7%10%17%6%9%

dadeg

Yes, but we have not
394751138133-325111186tried another provider

5%6%8%8%8%8%5%5%-%9%4%4%8%1%5%

afafgaf

6546925281133129557672300126191051131347No
85%84%81%90%77%80%85%87%87%80%89%86%75%93%85%

bebbebe

571-*111353*-*-12Don't Know
1%1%2%-%1%3%1%*%6%1%*%-%*%-%1%

aaabdeg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

Yes, and we have tried
3311131120726961176978361471146another provider

94%14%19%11%7%8%8%22%8%3%22%6%17%9%19%9%9%

abcabaaa

Yes, but we have not
-2491417403937103947*444486tried another provider
-%7%6%7%9%6%4%13%5%2%13%4%2%5%5%6%5%

aabaa

*184510013022381719867047819811481158566451347No
6%79%74%80%83%86%87%64%87%94%64%90%70%82%76%85%85%

edecbcbbd

--*23-63543922--12Don't Know
-%-%1%2%2%-%1%1%1%1%1%1%11%3%-%-%1%

bbaba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

Yes, and we have tried
137557588644100148121470146another provider
50%26%4%38%6%41%7%54%28%24%24%12%9%

aaaabcdaaa

Yes, but we have not
2364719671472475134686tried another provider

10%13%4%13%5%13%5%17%23%11%22%8%5%

aaaaa

10170116672127548129951533314691347No
41%60%91%47%89%44%88%20%49%65%53%79%85%

bbbeeebcde

-3939392---512Don't Know
-%1%1%2%1%2%1%10%-%-%-%1%1%

aabc

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

Yes, and we have tried
28127732938797604810812896119662457146another provider
24%8%15%9%24%21%9%21%10%17%8%10%8%15%9%7%9%

abbcabcegabcegaab

Yes, but we have not
12803925-525439296178637534203086tried another provider
11%5%8%8%-%13%5%14%6%10%5%7%5%7%8%3%5%

bbcabcegabcegaaa

7512923592698272924187378458130075012853522147661347No
65%85%75%83%75%66%86%65%82%72%86%82%86%78%82%89%85%

accabdfdffbdfdfbdefbc

*1253*43*471291223712Don't Know
*%1%1%1%1%1%*%*%1%1%1%1%1%1%1%1%1%

gg
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

Yes, and we have tried
12894534144101-14313414211814210662178101146another provider

6%8%23%18%9%12%-%9%11%9%9%9%8%14%15%8%8%9%

bcabbc

Yes, but we have not
164228178553-867386738568213645786tried another provider

8%4%14%9%5%6%-%6%6%5%5%5%5%4%10%6%5%5%

bbbc

17410461211331323662-132099713281136132311923610384910351347No
86%88%62%71%85%81%-%85%82%85%85%85%87%83%75%85%86%85%

aaaccda

-1024123-121112111212--31112Don't Know
-%1%1%2%1%*%-%1%1%1%1%1%1%-%-%*%1%1%

a
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS4. Have you or your organisation ever considered trying a postal provider?
Base: All Respondents
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

Yes, and we have tried
642097361092101366185--146146another provider
29%38%8%12%13%8%7%9%10%8%-%-%100%9%

bbc

Yes, but we have not
281061237552843254-86-86tried another provider
13%18%5%8%9%5%1%6%5%5%-%100%-%5%

bbac

13023110922761105513212144908571347--1347No
58%44%87%79%77%87%92%84%83%85%100%-%-%85%

abaab

3-83*11*1248---12Don't Know
1%-%1%1%1%1%*%1%1%1%-%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

Yes, and we have tried
19364942377146another provider

5%9%12%11%42%31%9%

ddd

Yes, but we have not
2316252322886tried another provider

6%4%6%6%34%12%5%

35934232432221381347No
89%85%81%83%24%56%85%

ab

363*-312Don't Know
1%1%1%*%-%1%1%

a
Columns Tested: a,b - a,b,c,d
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
805181167189849792115987770109631342Unweighted total

11546359719111219822610472147130731347Weighted total

We don't mail large
27512713232549502018343224308enough volumes

24%19%12%19%26%22%25%22%20%25%23%25%33%23%

kkkkkkkkejkl

Unaware of other
137125121042542171013106166providers

12%19%9%17%11%4%13%18%17%13%9%8%9%12%

hbhkmbhkhbhkbhh

Our chosen provider is
reliable enough for our

1297910101317305624196156needs
11%11%16%14%11%11%8%13%5%8%16%15%8%12%

eeeeee

We are near a Post
11977610926191188189139Office

10%11%12%8%10%8%13%8%10%12%6%14%13%10%

Convenience / easier /
12136761217251211131311137suits our needs

10%4%11%10%7%10%9%11%12%15%9%10%16%10%

lllllll

Happy / satisfied with
the service from current

794356101318142123192provider
7%7%5%7%6%9%7%8%13%3%8%2%2%7%

babdkm

No need to change - no
demand / requirement to

58344*5111341107568change
5%4%7%5%*%5%5%6%4%2%7%6%7%5%

iiiiiiii

Our chosen provider is
fast enough for our

534335511102359363needs
5%6%5%4%6%5%6%4%2%4%3%7%4%5%

Our chosen provider is
safe enough for our

5433246816*3511162needs
5%4%5%3%4%6%4%7%*%4%3%8%2%5%

eeeeeej

Support Royal Mail /
local Post Office / I'm

51342547117433659against privatisation
4%4%7%3%6%3%4%5%7%5%2%3%9%4%

Not considered / haven't
thought about it / no
time / it's not my

511221511832109356decision
4%2%3%3%2%4%5%3%3%3%7%7%4%4%

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
805181167189849792115987770109631342Unweighted total

11546359719111219822610472147130731347Weighted total

Don't know enough about
other providers and

424331510921310*52their services
4%6%5%4%2%4%5%4%2%2%2%8%*%4%

am

Don't know enough about
what other providers

442128875*385*49offer
4%3%1%3%8%7%4%2%*%4%6%4%*%4%

kaeklaekek

Other providers don't
pick up mail in this

21132712-34-1327area
2%2%5%3%7%1%1%-%2%5%-%1%4%2%

fmbcfghlmcfmf

Others more expensive
than our current

20*1133-731-3-23providers
2%*%2%2%3%3%-%3%2%2%-%2%-%2%

ll

Always been with them /
21*2*233-4133323always use them

2%*%3%*%2%3%1%-%4%2%2%2%3%2%

jjlfjlfjl

Our customers prefer our
17211-36*-*35*22chosen provider

2%3%2%2%-%3%3%*%-%1%2%4%*%2%

f

Other operators do not
provide the service I

712111--3-1-212need
1%2%3%2%1%1%-%-%2%-%*%-%2%1%

mm

5-1*-3--1*---6Close to a post box
*%-%1%1%-%3%-%-%1%*%-%-%-%*%

lm

Mainly doing it
electronically / on the

4*-*--3-1----5internet
*%*%-%*%-%-%2%-%1%-%-%-%-%*%

Other providers could
not deliver to all the

1-*1----1----3areas we need
*%-%1%1%-%-%-%-%1%-%-%-%-%*%

mm

2-----2------2Loyalty
*%-%-%-%-%-%1%-%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
805181167189849792115987770109631342Unweighted total

11546359719111219822610472147130731347Weighted total

There aren't any others
in this area / no
competition - they have

41--1---3----5the monopoly
*%1%-%-%1%-%-%-%2%-%-%-%-%*%

jkm

3632343-343810244Other
3%4%3%4%4%3%-%1%4%4%5%7%3%3%

ggggfgm

3742233863282243Don't know
3%6%3%2%3%3%4%2%3%2%5%2%2%3%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
6786643184670202102458366282118181281181342Unweighted total
6546925281133129557672300126191051131347Weighted total

We don't mail large
153155711530013617633132827308enough volumes

23%22%14%17%5%17%23%24%23%21%25%13%26%23%23%

ccbce

Unaware of other
84828126158695401221917166providers
13%12%15%9%14%17%12%12%7%13%10%13%18%15%12%

f

Our chosen provider is
reliable enough for our

7580102351467693182912156needs
12%12%18%21%25%16%11%13%13%10%7%12%8%11%12%

aaad

We are near a Post
716841121356553513196139Office
11%10%8%8%10%7%10%11%7%12%10%7%9%6%10%

Convenience / easier /
647431121345883116186137suits our needs
10%11%6%10%6%5%10%10%10%10%13%7%7%5%10%

bea

Happy / satisfied with
the service from current

45474*12882792312114392provider
7%7%7%6%8%7%7%5%13%8%10%4%14%2%7%

agaagag

No need to change - no
demand / requirement to

40282**166185158211468change
6%4%3%5%1%4%5%3%7%5%7%9%10%4%5%

aeg

Our chosen provider is
fast enough for our

3429511358253192*2863needs
5%4%9%11%12%8%5%4%4%6%2%2%2%7%5%

aaaadd

Our chosen provider is
safe enough for our

3230411258223194*2962needs
5%4%8%9%9%7%4%4%4%6%3%2%2%8%5%

abb

Support Royal Mail /
local Post Office / I'm

31281*-158272165-3859against privatisation
5%4%2%5%-%2%4%5%2%5%4%-%2%7%4%

Not considered / haven't
thought about it / no
time / it's not my

25312*1154294910-4-56decision
4%5%4%4%9%3%4%5%6%3%8%-%4%-%4%

baaaea
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
6786643184670202102458366282118181281181342Unweighted total
6546925281133129557672300126191051131347Weighted total

Don't know enough about
other providers and

19333-*349247113*2552their services
3%5%6%-%2%9%4%4%10%4%3%1%2%4%4%

adbdeg

Don't know enough about
what other providers

19301-*14817313522749offer
3%4%2%-%2%2%4%3%4%4%4%13%2%6%4%

Other providers don't
pick up mail in this

2611***274-761*927area
4%*%1%2%1%1%2%1%-%2%5%8%*%8%2%

abgbefg

Others more expensive
than our current

9141-*1229361-1223providers
1%2%2%-%2%2%2%2%4%2%1%-%1%2%2%

Always been with them /
6161*112113--212123always use them
1%2%2%2%5%2%2%2%-%-%1%7%2%1%2%

bee

Our customers prefer our
1392**1201023*-1522chosen provider

2%1%3%4%3%3%2%2%3%1%*%-%1%4%2%

ade

Other operators do not
provide the service I

741--1114*32--312need
1%1%2%-%-%3%1%1%*%1%1%-%-%2%1%

a

24*--*64-2---*6Close to a post box
*%1%*%-%-%1%*%1%-%1%-%-%-%*%*%

Mainly doing it
electronically / on the

13*--*43--*-1-5internet
*%*%*%-%-%1%*%1%-%-%*%-%1%-%*%

Other providers could
not deliver to all the

3-*-*-31--1--13areas we need
*%-%*%-%1%-%*%*%-%-%1%-%-%*%*%

2-----2------22Loyalty
*%-%-%-%-%-%*%-%-%-%-%-%-%2%*%

eg

There aren't any others
in this area / no
competition - they have

41*--*53-*---15the monopoly
1%*%*%-%-%*%*%1%-%*%-%-%-%1%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
6786643184670202102458366282118181281181342Unweighted total
6546925281133129557672300126191051131347Weighted total

241921114214*11524544Other
4%3%4%7%5%3%3%2%1%4%4%11%3%5%3%

113241124029481-1143Don't know
2%5%7%16%8%5%3%5%5%3%1%-%1%1%3%

baabeaabdad

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
1466313915323169728364241728310593775605561342Unweighted total
*184510013022381719867047819811481158566451347Weighted total

We don't mail large
-**13314921416133158162914189172308enough volumes
-%1%*%13%24%22%26%8%20%33%8%25%39%31%17%27%23%

efdefdefdefcbcbb

Unaware of other
-41025132284425865421231111078166providers
-%23%22%26%10%10%10%21%9%14%21%11%5%20%18%12%12%

abcabcabcabba

Our chosen provider is
reliable enough for our

-*9171724882986412912739559156needs
-%2%21%17%13%11%11%14%13%9%14%11%32%16%9%9%12%

abfaffaaab

We are near a Post
-1271027911664591612313766139Office
-%3%5%7%7%12%11%8%10%12%8%11%6%5%12%10%10%

Convenience / easier /
-2*715209118724818120*3871137suits our needs
-%11%*%7%11%9%11%9%11%10%9%10%2%6%14%11%10%

eeeeed

Happy / satisfied with
the service from current

*2*61120501949241973*3*4992provider
100%13%1%6%9%9%6%9%7%5%9%6%4%5%1%8%7%

eeeab

No need to change - no
demand / requirement to

-*35212471131261157**33668change
-%1%6%5%1%5%6%6%5%5%6%5%4%*%5%6%5%

cc

Our chosen provider is
fast enough for our

-*21187341532161548*832363needs
-%2%4%11%6%3%4%7%5%3%7%4%1%13%5%4%5%

abaaad

Our chosen provider is
safe enough for our

-*213811281633131646*6-2462needs
-%2%4%13%6%5%3%8%5%3%8%4%1%11%-%4%5%

abfabaab

Support Royal Mail /
local Post Office / I'm

-2414153483121852-*73159against privatisation
-%10%9%1%3%7%4%4%5%4%4%4%-%1%12%5%4%

adddacd

Not considered / haven't
thought about it / no
time / it's not my

-145963183513848*412756decision
-%3%10%5%7%3%4%4%5%3%4%4%4%7%1%4%4%

abba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
1466313915323169728364241728310593775605561342Unweighted total
*184510013022381719867047819811481158566451347Weighted total

Don't know enough about
other providers and

-110455268396844*412752their services
-%7%22%4%4%2%3%4%6%1%4%4%1%7%1%4%4%

abcdfaa

Don't know enough about
what other providers

-121693053212544-2-2049offer
-%3%5%1%5%4%4%2%5%3%2%4%-%4%-%3%4%

d

Other providers don't
pick up mail in this

-*-*291511611127-241227area
-%2%-%*%2%4%2%*%2%2%*%2%-%4%7%2%2%

dccba

Others more expensive
than our current

--2233144172419**21623providers
-%-%4%2%2%1%2%2%3%*%2%2%1%1%3%2%2%

aa

Always been with them /
-11*15147106716***1223always use them
-%7%3%*%*%2%2%3%1%1%3%1%1%*%*%2%2%

acdba

Our customers prefer our
-3*132124108417***522chosen provider
-%17%*%1%2%1%1%2%1%2%2%1%2%*%*%1%2%

abcde

Other operators do not
provide the service I

-**2117155110**1712need
-%1%*%2%1%1%1%1%1%1%1%1%1%*%2%1%1%

-----*6*-6*6---46Close to a post box
-%-%-%-%-%*%1%*%-%1%*%*%-%-%-%1%*%

b

Mainly doing it
electronically / on the

-----1313-13---15internet
-%-%-%-%-%1%*%1%*%-%1%*%-%-%-%*%*%

Other providers could
not deliver to all the

----111*11*3-*-23areas we need
-%-%-%-%*%*%*%*%*%*%*%*%-%1%-%*%*%

-----2--2--2-2--2Loyalty
-%-%-%-%-%1%-%-%*%-%-%*%-%4%-%-%*%

aa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
1466313915323169728364241728310593775605561342Unweighted total
*184510013022381719867047819811481158566451347Weighted total

There aren't any others
in this area / no
competition - they have

---***4*31*4---45the monopoly
-%-%-%*%*%*%*%*%*%*%*%*%-%-%-%1%*%

-1332926112481133*221844Other
-%5%6%3%2%4%3%6%4%2%6%3%2%4%3%3%3%

aa

-*151042392311934**2643Don't know
-%1%3%5%7%2%3%5%3%2%5%3%2%1%4%1%3%

aba
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
91801153771265481294101836444951342Unweighted total

10170116672127548129951533314691347Weighted total

We don't mail large
322283102987301-22376308enough volumes

25%13%24%14%23%15%23%-%16%6%10%16%23%

b

Unaware of other
42114181584162433450166providers

34%12%12%11%12%8%12%74%20%9%12%11%12%

Our chosen provider is
reliable enough for our

219135131435151*24655156needs
24%11%12%18%11%10%12%8%11%11%19%12%12%

We are near a Post
-61333136-139--3444139Office
-%4%11%4%11%-%11%-%-%9%14%9%10%

bb

Convenience / easier /
*1012721353135--10150137suits our needs
4%6%11%3%11%5%10%-%-%31%4%11%10%

bbab

Happy / satisfied with
the service from current

1256610811082-3713792provider
10%15%6%15%6%21%6%-%20%21%4%8%7%

aaaab

No need to change - no
demand / requirement to

-1157662761*-4-2468change
-%6%5%8%5%14%5%4%-%11%-%5%5%

ab

Our chosen provider is
fast enough for our

2358559360**3*1963needs
24%2%5%6%5%7%5%5%1%9%1%4%5%

Our chosen provider is
safe enough for our

2555557359**5*2362needs
24%3%5%6%5%7%5%2%1%16%1%5%5%

ab

Support Royal Mail /
local Post Office / I'm

-1148257258--252059against privatisation
-%6%4%3%4%3%4%-%-%5%16%4%4%

a

Not considered / haven't
thought about it / no
time / it's not my

-1343551551--*32256decision
-%8%4%7%4%10%4%-%-%1%10%5%4%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
91801153771265481294101836444951342Unweighted total

10170116672127548129951533314691347Weighted total

Don't know enough about
other providers and

-844250250***22352their services
-%5%4%3%4%4%4%2%1%*%5%5%4%

Don't know enough about
what other providers

-346247*49*-**1949offer
-%2%4%3%4%*%4%2%-%1%2%4%4%

Other providers don't
pick up mail in this

-226-27-27----1227area
-%1%2%-%2%-%2%-%-%-%-%3%2%

Others more expensive
than our current

*913617419*12*1323providers
4%5%1%8%1%9%1%9%10%5%1%3%2%

aaa

Always been with them /
-518320221----1123always use them
-%3%2%4%2%3%2%-%-%-%-%2%2%

Our customers prefer our
-417121*21*3**1022chosen provider
-%3%1%1%2%*%2%3%20%1%1%2%2%

Other operators do not
provide the service I

-111*11*11--*1312need
-%*%1%*%1%*%1%-%-%1%3%1%1%

-24-6-6----26Close to a post box
-%1%*%-%*%-%*%-%-%-%-%*%*%

Mainly doing it
electronically / on the

-131313-1--35internet
-%1%*%2%*%3%*%-%9%-%-%1%*%

aa

Other providers could
not deliver to all the

--3-3-3----13areas we need
-%-%*%-%*%-%*%-%-%-%-%*%*%

--2-2-2-----2Loyalty
-%-%*%-%*%-%*%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-*4-5-5--*-35the monopoly
-%*%*%-%*%-%*%-%-%1%-%1%*%

*1231539341-*241944Other
3%7%3%7%3%7%3%-%1%6%12%4%3%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
91801153771265481294101836444951342Unweighted total

10170116672127548129951533314691347Weighted total

-440341143***12643Don't know
-%2%3%4%3%1%3%2%2%1%3%6%3%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
121128335530417279946203421499129481312753462227651342Unweighted total

7512923592698272924187378458130075012853522147661347Weighted total

We don't mail large
112985941*432093356682971282956025223308enough volumes
15%23%16%15%5%16%23%18%15%15%23%17%23%17%12%29%23%

acbdebdebdebc

Unaware of other
81583316146113226456157100156313893166providers

11%12%9%6%12%17%12%12%17%12%12%13%12%9%18%12%12%

cacdgac

Our chosen provider is
reliable enough for our

101494732*3411416485915497154542676156needs
13%12%13%12%6%12%12%9%13%13%12%13%12%15%12%10%12%

a

We are near a Post
61333621*309223294413275130341986139Office
7%10%10%8%2%11%10%12%8%10%10%10%10%10%9%11%10%

Convenience / easier /
613448301319728275613685134412372137suits our needs
7%10%13%11%11%11%11%15%7%12%10%11%10%12%11%9%10%

eeeeee

Happy / satisfied with
the service from current

108439231226623293784528435144392provider
13%7%11%9%7%8%7%13%8%8%6%7%7%10%6%6%7%

bbabcega

No need to change - no
demand / requirement to

166211611054913226741672393568change
2%5%6%6%9%4%6%5%3%5%5%5%5%6%4%5%5%

Our chosen provider is
fast enough for our

560179*13508162063276322103263needs
7%5%5%3%6%5%5%4%4%4%5%4%5%6%5%4%5%

Our chosen provider is
safe enough for our

4591610*18499172559265921132562needs
5%5%5%4%6%7%5%5%5%5%5%3%5%6%6%3%5%

aa

Support Royal Mail /
local Post Office / I'm

8522310-173612152257305722102559against privatisation
10%4%6%4%-%6%4%6%4%5%4%4%4%6%5%3%4%

ba
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
121128335530417279946203421499129481312753462227651342Unweighted total

7512923592698272924187378458130075012853522147661347Weighted total

Not considered / haven't
thought about it / no
time / it's not my

7541816-9357141755365512133256decision
10%4%5%6%-%3%4%4%4%4%4%5%4%3%6%4%4%

b

Don't know enough about
other providers and

552718-8328252050365013132452their services
6%4%2%7%-%3%3%5%7%4%4%5%4%4%6%3%4%

aaacga

Don't know enough about
what other providers

1491313*6354211649334610112849offer
1%4%4%5%3%2%4%2%6%3%4%4%4%3%5%4%4%

f

Other providers don't
pick up mail in this

-27473224*10102716241231327area
-%2%1%3%37%1%3%*%3%2%2%2%2%3%1%2%2%

ff

Others more expensive
than our current

321167*1017591421142196823providers
4%2%4%3%6%4%2%2%2%3%2%2%2%3%3%1%2%

bacaa

Always been with them /
321156-61659112115217*1623always use them
4%2%4%2%-%2%2%3%2%2%2%2%2%2%*%2%2%

bbb

Our customers prefer our
12179-5101814211721471122chosen provider
2%2%2%3%-%2%1%1%2%3%2%2%2%1%3%1%2%

g

Other operators do not
provide the service I

*1122-384331161024512need
1%1%1%1%-%1%1%2%1%1%1%1%1%1%2%1%1%

-6*2--51326-64-26Close to a post box
-%*%*%1%-%-%1%1%1%*%*%-%*%1%-%*%*%

bbb

Mainly doing it
electronically / on the

*313-1*1-43-31-35internet
*%*%*%1%-%1%*%1%-%1%*%-%*%*%-%*%*%

bgabceg

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
121128335530417279946203421499129481312753462227651342Unweighted total

7512923592698272924187378458130075012853522147661347Weighted total

Other providers could
not deliver to all the

-3*1--21*1322**23areas we need
-%*%*%*%-%-%*%1%*%*%*%*%*%*%*%*%*%

-2----2---222--22Loyalty
-%*%-%-%-%-%*%-%-%-%*%*%*%-%-%*%*%

There aren't any others
in this area / no
competition - they have

1542-252235452*35the monopoly
2%*%1%1%-%1%1%1%*%1%*%1%*%1%*%*%*%

b

4431311-13311119174334421072744Other
6%3%4%4%-%5%3%6%5%4%3%5%3%3%3%3%3%

3431613*1133719204327431291943Don't know
4%3%4%5%6%4%4%4%5%4%3%4%3%3%4%3%3%

Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
17210411251571317659-1314102413271150132211892910788510331342Unweighted total
17410461211331323662-132099713281136132311923610384910351347Weighted total

We don't mail large
572321928300119-304196302245302268628204225308enough volumes
33%22%15%21%23%18%-%23%20%23%22%23%23%16%27%24%22%23%

aba

Unaware of other
33114191116595-161139163146163139914117130166providers
19%11%16%8%12%14%-%12%14%12%13%12%12%25%13%14%13%12%

bc

Our chosen provider is
reliable enough for our

1713081815371-1551101561331561421991117156needs
10%12%6%14%12%11%-%12%11%12%12%12%12%3%9%11%11%12%

a

We are near a Post
712841213867-137100139116136136-374111139Office
4%12%4%9%10%10%-%10%10%10%10%10%11%-%3%9%11%10%

aca

Convenience / easier /
20104141313486-1341141371291371204139096137suits our needs
11%10%12%9%10%13%-%10%11%10%11%10%10%10%13%11%9%10%

Happy / satisfied with
the service from current

6779169157-90709176918343507892provider
4%7%7%12%7%9%-%7%7%7%7%7%7%11%3%6%7%7%

b

No need to change - no
demand / requirement to

259776632-67456855685917385768change
1%6%6%5%5%5%-%5%5%5%5%5%5%3%7%4%6%5%

cc

Our chosen provider is
fast enough for our

160366324-62446350635811374563needs
*%6%2%5%5%4%-%5%4%5%4%5%5%3%1%4%4%5%

c

Our chosen provider is
safe enough for our

*59366225-61426246625711324262needs
*%6%2%4%5%4%-%5%4%5%4%5%5%3%1%4%4%5%

c

Support Royal Mail /
local Post Office / I'm

9446115930-59445948595525324259against privatisation
5%4%5%8%4%5%-%4%4%4%4%4%5%5%5%4%4%4%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
17210411251571317659-1314102413271150132211892910788510331342Unweighted total
17410461211331323662-132099713281136132311923610384910351347Weighted total

Not considered / haven't
thought about it / no
time / it's not my

11414115629-544754505452-4254756decision
6%4%3%8%4%4%-%4%5%4%4%4%4%-%4%3%5%4%

ab

Don't know enough about
other providers and

1033955236-50474949494418364952their services
6%3%8%4%4%5%-%4%5%4%4%4%4%1%8%4%5%4%

bc

Don't know enough about
what other providers

439624422-46364639464531333349offer
2%4%5%2%3%3%-%3%4%3%3%3%4%7%1%4%3%4%

Other providers don't
pick up mail in this

-243-2711-27192724272412212227area
-%2%2%-%2%2%-%2%2%2%2%2%2%4%2%2%2%2%

cc

Others more expensive
than our current

714242217-232122202219-3151223providers
4%1%1%3%2%3%-%2%2%2%2%2%2%-%3%2%1%2%

b

Always been with them /
317142314-20162320211832142123always use them
2%2%1%3%2%2%-%2%2%2%2%2%2%7%2%2%2%2%

Our customers prefer our
41351228-191722192221-*191622chosen provider
2%1%4%1%2%1%-%1%2%2%2%2%2%-%*%2%2%2%

b

Other operators do not
provide the service I

48*1125-1281210128*39812need
2%1%*%1%1%1%-%1%1%1%1%1%1%1%3%1%1%1%

c

*6--62-666266-*156Close to a post box
*%1%-%-%*%*%-%*%1%*%*%*%*%-%*%*%1%*%

Mainly doing it
electronically / on the

*4-*51-515*51-33*5internet
*%*%-%*%*%*%-%*%*%*%*%*%*%-%3%*%*%*%

c

Other providers could
not deliver to all the

11-*31-313331-1323areas we need
1%*%-%*%*%*%-%*%*%*%*%*%*%-%1%*%*%*%

c
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
17210411251571317659-1314102413271150132211892910788510331342Unweighted total
17410461211331323662-132099713281136132311923610384910351347Weighted total

-2--22-222222--222Loyalty
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

There aren't any others
in this area / no
competition - they have

-4*25*-535354**245the monopoly
-%*%*%1%*%*%-%*%*%*%*%*%*%1%*%*%*%*%

a

1331044124-443843404339-4313444Other
1%3%8%3%3%4%-%3%4%3%4%3%3%-%4%4%3%3%

bc

236334311-4228434243412*293643Don't know
1%3%2%3%3%2%-%3%3%3%4%3%3%4%*%3%3%3%

a
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababac*b*aSignificance Level: 95%
13823111521859108011912234718711342--1342Unweighted total
13023110922761105513212144908571347--1347Weighted total

We don't mail large
18225847152313127796212308--308enough volumes
14%9%23%21%24%22%24%23%20%25%23%-%-%23%

b

Unaware of other
1541313151071614955111166--166providers
12%17%12%14%8%10%12%12%11%13%12%-%-%12%

Our chosen provider is
reliable enough for our

191131225138714852103156--156needs
15%4%12%10%8%13%6%12%11%12%12%-%-%12%

b

We are near a Post
33124154118291106178139--139Office
2%13%11%7%7%11%22%9%12%9%10%-%-%10%

a

Convenience / easier /
63111267113131256573137--137suits our needs
5%14%10%11%11%11%10%10%13%9%10%-%-%10%

a

Happy / satisfied with
the service from current

21577147751576424992--92provider
16%23%7%6%12%7%12%6%9%6%7%-%-%7%

aa

No need to change - no
demand / requirement to

9*608453860323668--68change
7%1%5%4%6%5%6%5%7%4%5%-%-%5%

Our chosen provider is
fast enough for our

5*574454360293463--63needs
4%1%5%2%7%5%2%5%6%4%5%-%-%5%

a

Our chosen provider is
safe enough for our

7*564452458303262--62needs
6%1%5%2%7%5%3%5%6%4%5%-%-%5%

aa

Support Royal Mail /
local Post Office / I'm

524316151851213859--59against privatisation
4%8%4%7%2%5%6%4%4%4%4%-%-%4%

b

Not considered / haven't
thought about it / no
time / it's not my

11*506846452193756--56decision
8%2%4%3%12%4%3%4%4%4%4%-%-%4%

Ofcom; Business Postal Tracker
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababac*b*aSignificance Level: 95%
13823111521859108011912234718711342--1342Unweighted total
13023110922761105513212144908571347--1347Weighted total

Don't know enough about
other providers and

5-3418233250114152--52their services
4%-%3%8%3%3%2%4%2%5%4%-%-%4%

bb

Don't know enough about
what other providers

3-454134346183149--49offer
2%-%4%2%2%3%2%4%4%4%4%-%-%4%

Other providers don't
pick up mail in this

2-24322132591827--27area
1%-%2%1%3%2%2%2%2%2%2%-%-%2%

Others more expensive
than our current

73167415*2391323--23providers
5%12%1%3%7%1%*%2%2%2%2%-%-%2%

a

Always been with them /
3-16741922181423--23always use them
2%-%1%3%6%2%1%2%2%2%2%-%-%2%

a

Our customers prefer our
4-211*20319101222--22chosen provider
3%-%2%*%1%2%2%2%2%1%2%-%-%2%

Other operators do not
provide the service I

1-101*91112912--12need
*%-%1%*%*%1%1%1%*%1%1%-%-%1%

2-6*-6*6156--6Close to a post box
1%-%1%*%-%1%*%*%*%1%*%-%-%*%

Mainly doing it
electronically / on the

1-1331-5135--5internet
1%-%*%1%5%*%-%*%*%*%*%-%-%*%

ba

Other providers could
not deliver to all the

--3--3-3*23--3areas we need
-%-%*%-%-%*%-%*%*%*%*%-%-%*%

---2-2-2-22--2Loyalty
-%-%-%1%-%*%-%*%-%*%*%-%-%*%

b

There aren't any others
in this area / no
competition - they have

*-31-3-5135--5the monopoly
*%-%*%1%-%*%-%*%*%*%*%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*ababababac*b*aSignificance Level: 95%
13823111521859108011912234718711342--1342Unweighted total
13023110922761105513212144908571347--1347Weighted total

523311137439143044--44Other
4%7%3%5%2%4%3%3%3%4%3%-%-%3%

1-394*39637182543--43Don't know
1%-%4%2%1%4%5%3%4%3%3%-%-%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
34534133232421461342Unweighted total
35934232432221381347Weighted total

We don't mail large
84727081-16308enough volumes
24%21%22%25%-%12%23%

Unaware of other
26495536116166providers

7%14%17%11%73%11%12%

dad

Our chosen provider is
reliable enough for our

40523134-20156needs
11%15%10%10%-%15%12%

b

We are near a Post
37353236-6139Office
10%10%10%11%-%5%10%

Convenience / easier /
40124441-9137suits our needs
11%3%14%13%-%6%10%

ccc

Happy / satisfied with
the service from current

25141637-2492provider
7%4%5%12%-%18%7%

bcd

No need to change - no
demand / requirement to

21141320-868change
6%4%4%6%-%6%5%

Our chosen provider is
fast enough for our

2115522-563needs
6%4%1%7%-%4%5%

bbb

Our chosen provider is
safe enough for our

1914326-762needs
5%4%1%8%-%5%5%

bbbc

Support Royal Mail /
local Post Office / I'm

1616208*659against privatisation
5%5%6%2%27%4%4%

a

Not considered / haven't
thought about it / no
time / it's not my

2312813-1156decision
6%4%2%4%-%8%4%

b
Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
34534133232421461342Unweighted total
35934232432221381347Weighted total

Don't know enough about
other providers and

624157-552their services
2%7%5%2%-%3%4%

add

Don't know enough about
what other providers

1916112-349offer
5%5%4%1%-%2%4%

aaa

Other providers don't
pick up mail in this

101710-227area
3%*%2%3%-%1%2%

ccc

Others more expensive
than our current

8645-823providers
2%2%1%2%-%6%2%

Always been with them /
52106-323always use them
1%1%3%2%-%2%2%

c

Our customers prefer our
416*2-422chosen provider
1%5%*%1%-%3%2%

abd

Other operators do not
provide the service I

*416-112need
*%1%*%2%-%*%1%

d

2*31-26Close to a post box
*%*%1%*%-%1%*%

Mainly doing it
electronically / on the

*3*1-15internet
*%1%*%*%-%1%*%

Other providers could
not deliver to all the

-2**--3areas we need
-%1%*%*%-%-%*%

2-----2Loyalty
1%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-2*3-*5the monopoly
-%1%*%1%-%*%*%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
34534133232421461342Unweighted total
35934232432221381347Weighted total

197512-544Other
5%2%2%4%-%4%3%

bc

1511116-143Don't know
4%3%4%2%-%1%3%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

86350444872931431698438105100601004Yes
63%70%62%59%68%67%63%60%67%43%65%64%69%63%

ddjmdddddddddd

5052127343445861104250565627587No
37%30%38%41%32%33%37%40%33%57%35%36%31%37%

llabcefghijk

lm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

4845214461027960439561931001499761004Yes
63%63%69%74%71%67%63%66%67%52%71%64%70%62%63%

aeeee

285302202413567226271804184247587No
37%37%31%26%29%33%37%34%33%48%29%36%30%38%37%

ebdfg

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

*1633851001775801775183101778281345554671004Yes
6%71%54%68%64%68%62%57%67%61%57%65%84%64%75%62%63%

eeeacbaca

372840578335513225619913245422519293587No
94%29%46%32%36%32%38%43%33%39%43%35%16%36%25%38%37%

bdfbbadbd

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

1619279610689873931111918383911004Yes
64%68%62%70%62%67%63%43%61%35%66%66%63%

ccece

992484465393654914123320200587No
36%32%38%30%38%33%37%57%39%65%34%34%37%

ababd

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

7195630421372566941733263949666189482791495651004Yes
62%63%64%66%62%62%64%60%71%62%64%67%64%61%57%66%63%

acdfgdfb

445551721124158385113134240552301543176112294587No
38%37%36%34%38%38%36%40%29%38%36%33%36%39%43%34%37%

ebebeeea
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Table 202  (continuation)                                                                                                                                                                      Page 1820

QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

170719115122992524-98878599387798885831926417811004Yes
84%61%59%65%63%64%-%63%65%63%65%63%62%71%67%64%65%63%

ab

324698265572295-5734315754625745191345353423587No
16%39%41%35%37%36%-%37%35%37%35%37%38%29%33%36%35%37%

cc
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

148347762135074857948-100485754851004Yes
66%63%61%74%65%62%39%66%-%100%64%63%58%63%

bbb

7720499772846588499587-4903261587No
34%37%39%26%35%38%61%34%100%-%36%37%42%37%

aaa
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
OFC1885
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

24327126522631571004Yes
60%68%66%58%43%64%63%

ada

160129136161489587No
40%32%34%42%57%36%37%

cbc

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QF4. Over the last 12 months, has your organisation moved some mail to other communication methods?
Base: All Respondents

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
347586890294342523946264525563Unweighted total
5052127343445861104250565627587Weighted total

We have already moved
everything that is

15356961233351310131713172possible to move
30%23%21%25%17%26%39%32%32%20%23%31%49%29%

k

954353815228915105107No reason
19%20%13%14%8%18%18%20%19%18%26%17%17%18%

Happy with sending
81436371018941014695things by mail
16%20%13%18%8%15%11%16%22%8%19%25%24%16%

d

We prefer to send things
3924416281884*48to customers by mail

8%7%13%12%4%12%3%7%3%16%14%8%1%8%

g

Do not use computers /
only one that uses a

26244615-4323135computer
5%9%14%11%19%3%6%-%10%5%4%5%5%6%

ffhmfmf

No need - do not have a
2412235*51323129large volume of mail

5%6%8%7%8%11%*%4%3%5%4%6%5%5%

g

No alternative media
12*1*1313-32--14that would meet my needs

2%2%4%1%4%6%1%2%-%5%4%-%-%2%

There is no pressure
from customers for us to

111-*-153---1-12move
2%4%-%1%-%3%6%2%-%-%-%3%-%2%

k

Planning to do so in the
9--1-2-214---10future
2%-%-%3%-%4%-%2%3%8%-%-%-%2%

klm

9--1-*33-1-1-9Reliability / trust
2%-%-%3%-%*%4%2%-%3%-%2%-%2%

Need to send hard copies
/ keep hard copies of

71-11--2*1--29everything we send
1%4%-%3%4%-%-%2%*%3%-%-%6%1%

51*11--31----8Not considered this
1%4%2%4%4%-%-%2%3%-%-%-%-%1%

m

5*-*--33-----6Other media ineffective
1%2%-%1%-%-%3%2%-%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
347586890294342523946264525563Unweighted total
5052127343445861104250565627587Weighted total

Time or extra admin
5*-*1---1--3-6required
1%2%-%*%4%-%-%-%3%-%-%5%-%1%

m

4--1-23------5Hassle of moving
1%-%-%2%-%3%3%-%-%-%-%-%-%1%

Customers are unwilling
3-111---*---25to give email addresses
1%-%3%3%4%-%-%-%*%-%-%-%6%1%

m

3**----3-----3Cost
1%2%2%-%-%-%-%2%-%-%-%-%-%1%

Lack of information
about products and costs

1-1-1--------2by other providers
*%-%3%-%4%-%-%-%-%-%-%-%-%*%

m

The unreliability of
1----1---*---1email address lists
*%-%-%-%-%3%-%-%-%*%-%-%-%*%

m

Contracted with postal
provider / franking

--------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

271311255*553-31Other
5%2%10%3%4%4%6%4%*%11%10%5%-%5%

je

11**-3**223-1-12Don't know
2%1%*%-%8%1%*%2%4%6%-%2%-%2%

j
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cbaSignificance Level: 95%
274289115142576448214281543794659563Unweighted total
285302202413567226271804184247587Weighted total

We have already moved
everything that is

8586711516479113123*201172possible to move
30%29%37%42%31%38%29%35%39%17%57%6%48%2%29%

aeaaegae

55524*1310439*4913213107No reason
19%17%19%15%12%22%18%17%1%27%3%42%4%29%18%

bdbdgbdg

Happy with sending
41542*119336431527695things by mail
14%18%11%14%15%9%16%16%16%17%11%21%17%12%16%

We prefer to send things
23251**147153183-2448to customers by mail

8%8%7%6%11%5%8%6%13%10%7%-%5%9%8%

Do not use computers /
only one that uses a

2213*--*3511*114-3635computer
8%4%1%-%-%1%6%5%*%6%9%-%7%13%6%

eg

No need - do not have a
12171-**299481-4329large volume of mail

4%6%3%-%8%2%5%4%15%4%3%-%9%6%5%

No alternative media
681--113824---*14that would meet my needs
2%3%4%-%-%5%2%4%6%2%-%-%-%1%2%

There is no pressure
from customers for us to

661-**12414--**12move
2%2%3%-%4%3%2%2%2%2%-%-%*%1%2%

Planning to do so in the
46*--*103-21-*410future
1%2%1%-%-%1%2%1%-%1%3%-%*%9%2%

eg

27**-*93-5-1**9Reliability / trust
1%2%2%8%-%2%2%1%-%3%-%16%*%1%2%

Need to send hard copies
/ keep hard copies of

26***-85*1-*-19everything we send
1%2%1%8%3%-%1%2%2%1%-%5%-%3%1%

62----84-3---*8Not considered this
2%1%-%-%-%-%1%2%-%2%-%-%-%1%1%

33*-*-6-*6----6Other media ineffective
1%1%1%-%6%-%1%-%2%3%-%-%-%-%1%

g

Time or extra admin
15*--*62-3---16required
*%2%1%-%-%1%1%1%-%2%-%-%-%3%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

bae*d*cbag*fed*cbaSignificance Level: 95%
274289115142576448214281543794659563Unweighted total
285302202413567226271804184247587Weighted total

5-*--*5*-2--*25Hassle of moving
2%-%1%-%-%2%1%*%-%1%-%-%1%4%1%

ag

Customers are unwilling
41*--*5*-1**2*5to give email addresses
1%*%1%-%-%2%1%*%-%1%1%5%4%1%1%

g

31----31----3-3Cost
1%*%-%-%-%-%1%*%-%-%-%-%6%-%1%

eg

Lack of information
about products and costs

2*----2*---*-12by other providers
1%*%-%-%-%-%*%*%-%-%-%5%-%3%*%

eg

The unreliability of
-1*-*-1--*---11email address lists
-%*%1%-%5%-%*%-%-%*%-%-%-%3%*%

g

Contracted with postal
provider / franking

---------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13181--13014264*-231Other
5%6%3%-%-%4%5%6%9%3%9%5%-%5%5%

b

841**110314--1112Don't know
3%1%7%13%8%5%2%1%5%2%-%-%3%3%2%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dc*baSignificance Level: 95%
22029536283300150245168150413143020246563Unweighted total
372840578335513225619913245422519293587Weighted total

We have already moved
everything that is

321311172098528139521201115107172possible to move
100%24%45%27%29%25%28%39%32%20%39%26%29%43%25%37%29%

aaa

-1211913712337472384*5348107No reason
-%9%7%27%16%15%20%18%15%24%18%18%20%20%15%16%18%

b

Happy with sending
-2*51211641644351679*424095things by mail
-%26%1%12%20%14%18%12%17%18%12%17%14%18%11%14%16%

We prefer to send things
-*251092163111642-1*2148to customers by mail
-%2%8%12%17%10%6%5%12%5%5%9%-%5%3%7%8%

aac

Do not use computers /
only one that uses a

--1*282451020530-*21835computer
-%-%5%1%3%9%7%4%4%10%4%7%-%2%9%6%6%

bc

No need - do not have a
---*132421413227-*11729large volume of mail
-%-%-%1%1%4%7%2%5%7%2%6%-%1%5%6%5%

cb

No alternative media
-114-1662668*-*214that would meet my needs
-%22%3%10%-%2%2%5%1%3%5%2%17%-%1%1%2%

abcba

There is no pressure
from customers for us to

--*1*381111112*-*412move
-%-%1%1%1%3%2%*%*%5%*%3%7%-%1%2%2%

bc

Planning to do so in the
--43*1246*46-2-310future
-%-%13%7%*%2%1%3%2%*%3%1%-%10%-%1%2%

aa

---1--916319--359Reliability / trust
-%-%-%2%-%-%2%*%2%2%*%2%-%-%16%2%2%

Need to send hard copies
/ keep hard copies of

-*--13418-18*--89everything we send
-%4%-%-%2%3%1%1%3%-%1%2%7%-%-%3%1%

a

-----17*53*7---28Not considered this
-%-%-%-%-%2%2%*%2%1%*%2%-%-%-%1%1%

-*-*3*242-42-*-56Other media ineffective
-%7%-%1%4%*%1%3%1%-%3%1%-%2%-%2%1%

aaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g

Ofcom; Business Postal Tracker
Table 203  (continuation)                                                                                                                                                                      Page 1828

QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*g*f*edcbacbaba*dc*baSignificance Level: 95%
22029536283300150245168150413143020246563Unweighted total
372840578335513225619913245422519293587Weighted total

Time or extra admin
--*--3323124--*16required
-%-%1%-%-%4%1%2%1%1%2%1%-%-%2%*%1%

a

-----*5-14-5---25Hassle of moving
-%-%-%-%-%*%1%-%*%2%-%1%-%-%-%1%1%

Customers are unwilling
---***4*32*5-*-45to give email addresses
-%-%-%1%1%*%1%*%1%1%*%1%-%*%-%1%1%

----3-1-31-3--313Cost
-%-%-%-%4%-%*%-%1%*%-%1%-%-%13%*%1%

a

Lack of information
about products and costs

----*-2-2*-2----2by other providers
-%-%-%-%1%-%*%-%1%*%-%*%-%-%-%-%*%

The unreliability of
-*---1-1--1--1--1email address lists
-%3%-%-%-%2%-%1%-%-%1%-%-%5%-%-%*%

aaa

Contracted with postal
provider / franking

-----------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--21551761511625---1431Other
-%-%8%4%9%6%5%4%6%5%4%6%-%-%-%5%5%

-*32*3463266*--412Don't know
-%2%9%4%1%3%1%4%1%1%4%1%6%-%-%1%2%

a
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
1089463465163352916112028200563Unweighted total

992484465393654914123320200587Weighted total

We have already moved
everything that is

24012826144201501069657172possible to move
22%44%26%56%27%56%27%67%50%29%29%29%29%

aaa

299761015102*113338107No reason
18%10%20%13%19%14%19%1%11%40%15%19%18%

b

Happy with sending
288559039123212895things by mail

18%9%18%11%17%9%17%14%24%7%4%14%16%

b

We prefer to send things
*1038345246--*22648to customers by mail
4%11%8%7%8%5%8%-%-%1%8%13%8%

Do not use computers /
only one that uses a

-332-35-35---*1035computer
-%4%7%-%6%-%6%-%-%-%2%5%6%

No need - do not have a
-524*29-29*-211129large volume of mail
-%6%5%1%5%-%5%1%-%5%4%6%5%

No alternative media
--14-14-141-*-414that would meet my needs
-%-%3%-%3%-%3%10%-%1%-%2%2%

There is no pressure
from customers for us to

**12*12*12--*-112move
5%*%2%1%2%1%2%-%-%1%-%*%2%

Planning to do so in the
-*10-10-10---1110future
-%*%2%-%2%-%2%-%-%-%6%*%2%

-37-9-9----59Reliability / trust
-%3%1%-%2%-%2%-%-%-%-%3%2%

Need to send hard copies
/ keep hard copies of

-53-9-9---159everything we send
-%6%1%-%2%-%2%-%-%-%7%2%1%

a

--8-8-8---*38Not considered this
-%-%2%-%1%-%1%-%-%-%2%2%1%

-33-6-6*-3*36Other media ineffective
-%3%1%-%1%-%1%2%-%8%2%1%1%

a

Time or extra admin
-*6-6-6-*12*6required
-%*%1%-%1%-%1%-%3%4%8%*%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*d*c*baSignificance Level: 95%
1089463465163352916112028200563Unweighted total

992484465393654914123320200587Weighted total

--5-5-5----35Hassle of moving
-%-%1%-%1%-%1%-%-%-%-%1%1%

Customers are unwilling
2132323---*25to give email addresses

17%1%1%3%1%4%1%-%-%-%1%1%1%

aa

-31-3-3*---33Cost
-%3%*%-%1%-%1%3%-%-%-%1%1%

a

Lack of information
about products and costs

--2-2-2----*2by other providers
-%-%*%-%*%-%*%-%-%-%-%*%*%

The unreliability of
-1-1-1-*---11email address lists
-%2%-%3%-%4%-%2%-%-%-%1%*%

aaa

Contracted with postal
provider / franking

-------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%

2425229229--211031Other
18%4%5%4%5%5%5%-%-%5%3%5%5%

119210210-1-2312Don't know
16%1%2%4%2%5%2%-%12%-%8%1%2%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
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a

Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
625341651156152382108148238531314521173102285563Unweighted total
445551721124158385113134240552301543176112294587Weighted total

We have already moved
everything that is

22166673714910639358315998153613476172possible to move
50%30%39%33%20%31%27%34%26%34%29%33%28%35%31%26%29%

bba

31051821-325711314110649104252158107No reason
7%19%10%19%-%20%15%10%23%17%19%16%19%14%19%20%18%

acfgff

Happy with sending
3882315-216420162888438728145195things by mail
8%16%14%13%-%13%17%18%12%12%16%14%16%16%13%18%16%

We prefer to send things
445159216388142345304516131948to customers by mail
9%8%9%8%59%10%10%7%11%9%8%10%8%9%12%6%8%

Do not use computers /
only one that uses a

63283-7297510341833932235computer
13%6%5%3%-%4%7%6%4%4%6%6%6%5%3%7%6%

ab

No need - do not have a
*2698-6236314271127362029large volume of mail
*%5%5%7%-%4%6%5%2%6%5%4%5%2%5%7%5%

ec

No alternative media
31451-56336148146-814that would meet my needs
6%3%3%1%-%3%2%2%3%2%2%3%3%4%-%3%2%

There is no pressure
from customers for us to

*111**1111111121151612move
1%2%*%*%4%*%3%1%1%*%2%1%2%3%1%2%2%

bd

Planning to do so in the
-10**-292421061041510future
-%2%*%*%-%1%2%2%3%1%2%2%2%2%1%2%2%

*933-343-59593339Reliability / trust
1%2%2%2%-%2%1%2%-%2%2%2%2%2%2%1%2%

Need to send hard copies
/ keep hard copies of

*946**61369494*49everything we send
1%2%2%5%10%*%2%1%3%2%2%1%2%2%*%1%1%

a

*813-*4*137572338Not considered this
1%1%1%3%-%*%1%*%1%1%1%2%1%1%3%1%1%

*453-35*6644433*6Other media ineffective
1%1%3%3%-%2%1%*%4%3%1%1%1%2%2%*%1%

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

ac     abcg                                                         b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
625341651156152382108148238531314521173102285563Unweighted total
445551721124158385113134240552301543176112294587Weighted total

Time or extra admin
*642-222*36564-26required
1%1%2%1%-%1%*%1%*%1%1%2%1%2%-%1%1%

-52--34223525--55Hassle of moving
-%1%1%-%-%2%1%2%2%1%1%1%1%-%-%2%1%

Customers are unwilling
25-*-252125151*35to give email addresses
4%1%-%*%-%1%1%2%*%1%1%*%1%1%*%1%1%

a

-3--*333--3-3*-33Cost
-%1%-%-%11%2%1%2%-%-%1%-%1%*%-%1%1%

bd

Lack of information
about products and costs

-2*--*2*-*2*2--22by other providers
-%*%*%-%-%*%*%*%-%*%*%*%*%-%-%1%*%

The unreliability of
-11--11111111*-11email address lists
-%*%1%-%-%1%*%1%1%1%*%*%*%*%-%*%*%

Contracted with postal
provider / franking

-----------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4301153523512103116316101531Other
9%5%6%4%69%3%6%4%9%4%6%5%6%3%9%5%5%

-1011-572251071046112Don't know
-%2%*%1%-%3%2%2%1%2%2%2%2%2%6%*%2%

a
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
334517674550280-5504205554625525011238355406563Unweighted total
324698265572295-5734315754625745191345353423587Weighted total

We have already moved
everything that is

121382230168112-16813217014717015231395134172possible to move
37%29%27%46%29%38%-%29%31%30%32%30%29%24%30%27%32%29%

bb

38121210239-105681047810498165982107No reason
10%17%25%3%18%13%-%18%16%18%17%18%19%10%13%17%19%18%

cc

Happy with sending
778879435-90718969898538645395things by mail

23%17%10%11%16%12%-%16%16%15%15%15%16%20%18%18%12%16%

a

We prefer to send things
139854823-484148384845-3333148to customers by mail
3%8%10%8%8%8%-%8%10%8%8%8%9%-%6%9%7%8%

Do not use computers /
only one that uses a

132253515-34243530342943202735computer
4%7%2%8%6%5%-%6%6%6%6%6%6%29%6%6%6%6%

No need - do not have a
-29122817-292029252927*1152229large volume of mail
-%6%1%3%5%6%-%5%5%5%5%5%5%4%3%4%5%5%

No alternative media
-1041148-14101412149-513914that would meet my needs
-%2%5%1%2%3%-%2%2%2%3%2%2%-%12%4%2%2%

c

There is no pressure
from customers for us to

-12*1126-1261271212--41012move
-%3%1%1%2%2%-%2%1%2%1%2%2%-%-%1%2%2%

Planning to do so in the
37--106-1081071010--10610future
9%2%-%-%2%2%-%2%2%2%2%2%2%-%-%3%1%2%

ab

37-395-999699--889Reliability / trust
8%1%-%4%2%2%-%2%2%2%1%2%2%-%-%2%2%2%

ab

Need to send hard copies
/ keep hard copies of

-54195-859799--669everything we send
-%1%5%1%2%2%-%1%1%2%2%2%2%-%-%2%1%1%

b

*7**85-888688*-288Not considered this
1%1%1%1%1%2%-%1%2%1%1%1%1%3%-%1%2%1%

-6*366-666666--316Other media ineffective
-%1%*%4%1%2%-%1%1%1%1%1%1%-%-%1%*%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
334517674550280-5504205554625525011238355406563Unweighted total
324698265572295-5734315754625745191345353423587Weighted total

Time or extra admin
24*-63-656563-1556required
5%1%*%-%1%1%-%1%1%1%1%1%1%-%3%1%1%1%

b

-5-253-535353-2345Hassle of moving
-%1%-%4%1%1%-%1%1%1%1%1%1%-%5%1%1%1%

bc

Customers are unwilling
-4*254-5453521*315to give email addresses
-%1%1%2%1%1%-%1%1%1%1%1%*%10%1%1%*%1%

-13-3--3*3333--*33Cost
-%*%3%-%1%-%-%1%*%1%1%1%1%-%-%*%1%1%

b

Lack of information
about products and costs

-2--21-212*22--*22by other providers
-%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

The unreliability of
--1111-111*11--111email address lists
-%-%2%2%*%1%-%*%*%*%*%*%*%-%-%*%*%*%

bb

Contracted with postal
provider / franking

------------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*25522916-312931263128-1232131Other
1%5%7%4%5%5%-%5%7%5%6%5%5%-%3%7%5%5%

-653124-1291291210--9812Don't know
-%1%7%4%2%1%-%2%2%2%2%2%2%-%-%2%2%2%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*babab*acbaSignificance Level: 95%
7815474782346178485563-4713352563Unweighted total
7720499772846588499587-4903261587Weighted total

We have already moved
everything that is

3381511781391170172-1221234172possible to move
43%39%30%22%30%30%1%34%29%-%25%38%56%29%

bc

10-92143922285107-10124107No reason
13%-%18%18%10%20%26%17%18%-%21%8%6%18%

a

Happy with sending
63868478187695-845595things by mail
8%16%17%10%15%17%21%15%16%-%17%14%9%16%

We prefer to send things
73361114184048-43*448to customers by mail

10%14%7%14%2%9%9%8%8%-%9%1%7%8%

b

Do not use computers /
only one that uses a

12341-31201535-33-235computer
1%12%7%1%-%7%22%3%6%-%7%-%3%6%

aa

No need - do not have a
3-22822022729-252329large volume of mail
4%-%4%10%6%4%2%5%5%-%5%5%5%5%

b

No alternative media
--7728-1414-12*114that would meet my needs
-%-%1%9%8%2%-%3%2%-%3%1%2%2%

b

There is no pressure
from customers for us to

1-11*243912-12-*12move
1%-%2%*%9%1%4%2%2%-%2%-%1%2%

Planning to do so in the
*-92-61910-92-10future
*%-%2%2%-%1%2%2%2%-%2%5%-%2%

*39-*8-99-6319Reliability / trust
*%13%2%-%1%2%-%2%2%-%1%8%2%2%

c

Need to send hard copies
/ keep hard copies of

5-54*9179-9--9everything we send
7%-%1%5%1%2%2%1%1%-%2%-%-%1%

b

--53-7268-8--8Not considered this
-%-%1%4%-%2%2%1%1%-%2%-%-%1%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

b*aba*babab*acbaSignificance Level: 95%
7815474782346178485563-4713352563Unweighted total
7720499772846588499587-4903261587Weighted total

3-5133-66-6-*6Other media ineffective
4%-%1%1%9%1%-%1%1%-%1%-%1%1%

Time or extra admin
*-42-4156-42-6required
*%-%1%3%-%1%1%1%1%-%1%7%-%1%

c

--32-5415-5--5Hassle of moving
-%-%1%3%-%1%5%*%1%-%1%-%-%1%

ba

Customers are unwilling
2-3--2-55-3*25to give email addresses
3%-%1%-%-%*%-%1%1%-%1%1%3%1%

-33*-3133-13-3Cost
-%13%1%1%-%1%1%1%1%-%*%8%-%1%

ac

Lack of information
about products and costs

--2*-2-22-2--2by other providers
-%-%*%1%-%*%-%*%*%-%*%-%-%*%

The unreliability of
1*1--1-11---11email address lists
2%1%*%-%-%*%-%*%*%-%-%-%2%*%

c

Contracted with postal
provider / franking

--------------machine
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6-24612432831-241631Other
7%-%5%8%5%5%4%6%5%-%5%5%9%5%

2-10-184812-81112Don't know
3%-%2%-%5%2%4%2%2%-%2%5%2%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
159121130153283563Unweighted total
160129136161489587Weighted total

We have already moved
everything that is

44393555437172possible to move
27%30%25%34%100%41%29%

30381919-10107No reason
19%30%14%12%-%12%18%

abd

Happy with sending
36202019-1095things by mail
23%15%15%11%-%11%16%

a

We prefer to send things
672114-948to customers by mail
4%6%15%8%-%10%8%

cd

Do not use computers /
only one that uses a

113715-335computer
7%2%5%9%-%4%6%

c

No need - do not have a
10298-329large volume of mail

6%2%7%5%-%4%5%

cc

No alternative media
1265--14that would meet my needs
1%1%4%3%-%-%2%

There is no pressure
from customers for us to

34*5-112move
2%3%*%3%-%1%2%

Planning to do so in the
4*33-*10future
3%*%2%2%-%*%2%

1332-39Reliability / trust
1%2%2%1%-%3%2%

Need to send hard copies
/ keep hard copies of

5-3*-59everything we send
3%-%3%*%-%6%1%

115*--8Not considered this
1%1%4%*%-%-%1%

a

3-3--36Other media ineffective
2%-%2%-%-%3%1%

Time or extra admin
-3-3--6required
-%3%-%2%-%-%1%

d
Columns Tested: a,b - a,b,c,d
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
159121130153283563Unweighted total
160129136161489587Weighted total

-*22--5Hassle of moving
-%*%2%2%-%-%1%

Customers are unwilling
1*22-25to give email addresses
*%*%2%1%-%2%1%

-*3*--3Cost
-%*%2%*%-%-%1%

Lack of information
about products and costs

*2----2by other providers
*%1%-%-%-%-%*%

The unreliability of
--*1-11email address lists
-%-%*%1%-%2%*%

Contracted with postal
provider / franking

-------machine
-%-%-%-%-%-%-%

66613-631Other
4%5%5%8%-%6%5%

2226-212Don't know
1%1%1%4%-%2%2%

Columns Tested: a,b - a,b,c,d
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6261451301276975658984485191541028Unweighted total
86350444872931431698438105100601004Weighted total

399192024364366633221724026462Quicker
46%39%45%51%51%46%46%37%39%54%69%40%43%46%

labefghj

klm

355221714333356642517485029408Cost saving
41%44%39%29%46%35%39%38%30%45%46%50%49%41%

ejejejjejej

2011013139263747258101820238Customer preferences
23%21%31%27%13%28%26%28%30%20%10%18%34%24%

cibciciciccicibci

Convenience / ease of
13264698213216821711149use

15%13%10%13%13%9%14%19%19%21%20%7%18%15%

bbkbkbhkbb

41211375155*-5-45Price of postage
5%3%2%3%4%7%4%9%7%*%-%5%-%4%

aacdk

Reduce admin time spent
2921345-6*283235on alternative media

3%5%2%5%6%5%-%3%*%4%8%3%3%3%

eeeg

Proof of delivery / know
it has got there /

2711112383171*28reliable
3%1%2%1%2%2%2%5%3%3%7%1%*%3%

jl

241**22353-23425Environmental reasons
3%1%1%1%2%2%2%3%4%-%2%3%7%3%

jkl

Everyone else is doing
it / client's like this

182111228--32*21method
2%4%1%3%2%2%2%5%-%-%2%2%*%2%

e

Speed - instantaneous /
15***142311--216fast response

2%1%1%1%2%4%2%2%2%3%-%-%3%2%

b

Unreliable postal
12**-*2352---113service

1%1%1%-%*%2%2%3%2%-%-%-%2%1%

Security / data
6-*--*-6-*---7protection
1%-%1%-%-%*%-%3%-%1%-%-%-%1%

jlm

Increase in postal
6--*---51----6prices
1%-%-%*%-%-%-%3%2%-%-%-%-%1%

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
6261451301276975658984485191541028Unweighted total
86350444872931431698438105100601004Weighted total

5-*---3***-1*5More efficient
1%-%1%-%-%-%2%*%*%*%-%1%*%1%

Forced to by colleagues
/ system changes in the

31**----2--2-5company
*%2%*%1%-%-%-%-%2%-%-%2%-%*%

Good for sending
2*-*-------2*2invoices /attachments
*%1%-%*%-%-%-%-%-%-%-%2%*%*%

m

Offers more creative
2-*--------2-2choices
*%-%*%-%-%-%-%-%-%-%-%2%-%*%

m

Company budget has been
--*1---------1diverted to other media
-%-%1%1%-%-%-%-%-%-%-%-%-%*%

mm

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

181211-363--5-22Other
2%3%4%1%2%-%2%4%3%-%-%5%-%2%

7------*-15-*7Don't know
1%-%-%-%-%-%-%*%-%3%5%-%*%1%

jklbejklm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
5165122733763173755448472129514121671028Unweighted total
4845214461027960439561931001499761004Weighted total

18627621441344120229835144337462Quicker
38%53%47%57%41%48%46%46%52%43%50%25%44%50%46%

b

19221618341139016828794155126408Cost saving
40%41%42%47%39%41%41%38%49%41%41%32%51%35%41%

ag

1261128*262298213592942715238Customer preferences
26%22%19%6%20%21%24%19%23%31%28%30%27%20%24%

ddggg

Convenience / ease of
777241*2145719191051314149use
16%14%8%17%4%8%15%16%16%10%10%39%13%19%15%

cbceee

251931124217-154-4545Price of postage
5%4%6%8%7%6%4%4%-%8%4%-%4%6%4%

g

Reduce admin time spent
11242**23318*10--1535on alternative media

2%5%5%3%5%6%3%4%*%5%-%-%1%7%3%

bdbdbd

Proof of delivery / know
it has got there /

5231*-12817351-2-28reliable
1%5%2%3%-%2%3%4%5%3%1%-%2%-%3%

b

6191***2419-2*-2-25Environmental reasons
1%4%3%8%4%2%2%4%-%1%*%-%2%-%3%

babde

Everyone else is doing
it / client's like this

1661-**211232*-*321method
3%1%1%-%2%1%2%3%6%1%*%-%*%4%2%

abde

Speed - instantaneous /
116----1611-23-*-16fast response

2%1%-%-%-%-%2%2%-%1%3%-%*%-%2%

e

Unreliable postal
941-**133-53-1113service
2%1%1%-%2%1%1%1%-%3%3%-%1%2%1%

g

Security / data
*61*-*66-1*---7protection
*%1%1%3%-%2%1%1%-%*%*%-%-%-%1%

b

Increase in postal
-6*--*61-2----6prices
-%1%*%-%-%*%1%*%-%1%-%-%-%-%1%
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

b
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
Produced by OLR
OFC1885
Issue date: 21/04/15



UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
5165122733763173755448472129514121671028Unweighted total
4845214461027960439561931001499761004Weighted total

511-*144-1--*-5More efficient
1%*%2%-%3%3%*%1%-%1%-%-%*%-%1%

aaa

Forced to by colleagues
/ system changes in the

231-**42*1*-2-5company
*%1%1%-%2%1%*%*%1%*%*%-%2%-%*%

Good for sending
*2*--*21--*---2invoices /attachments
*%*%1%-%-%1%*%*%-%-%*%-%-%-%*%

Offers more creative
2**--*22------2choices
*%*%*%-%-%*%*%*%-%-%-%-%-%-%*%

Company budget has been
*1*--*1*-**---1diverted to other media
*%*%*%-%-%*%*%*%-%*%*%-%-%-%*%

---------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1481***2110-25-2322Other
3%2%2%7%2%1%2%2%-%1%5%-%2%3%2%

abee

52**-*651*----7Don't know
1%*%1%3%-%1%1%1%2%*%-%-%-%-%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods
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Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
141471201211924962594912782597693267544021028Unweighted total
*1633851001775801775183101778281345554671004Weighted total

*610374171292712351567139062123204462Quicker
100%37%32%44%41%40%50%40%45%50%40%47%43%46%42%44%46%

bec

-69303969246712021347133762428196408Cost saving
-%37%28%35%39%39%42%40%39%43%40%41%48%53%50%42%41%

-6112223481274312669431952510114238Customer preferences
-%35%35%26%23%27%22%24%24%22%24%24%13%11%18%24%24%

ac

Convenience / ease of
-2299289719686119129-10391149use
-%14%6%11%9%16%17%11%13%20%11%16%-%22%5%19%15%

cbcbdbd

-*3528251621816292152145Price of postage
-%2%9%6%2%4%4%9%4%3%9%4%15%2%10%5%4%

cabaacc

Reduce admin time spent
-**3252341714431*2*2535on alternative media
-%1%*%3%2%3%4%2%3%5%2%4%4%4%1%5%3%

Proof of delivery / know
it has got there /

-*3*441771012722**31728reliable
-%1%10%*%4%2%3%4%2%4%4%3%1%1%6%4%3%

abdd

-***18166118619*12725Environmental reasons
-%1%1%*%1%5%3%4%2%3%4%2%1%3%4%1%3%

d

Everyone else is doing
it / client's like this

---173111137120**-1121method
-%-%-%1%7%1%2%1%3%2%1%2%4%*%-%2%2%

abd

Speed - instantaneous /
---2-410395314-1-1016fast response
-%-%-%2%-%2%2%1%2%2%1%2%-%2%-%2%2%

Unreliable postal
--21-*11373310*-3313service
-%-%5%1%-%*%2%2%1%1%2%1%1%-%5%1%1%

bca

Security / data
-*3--*434-34-*-*7protection
-%1%8%-%-%*%1%2%1%-%2%*%-%*%-%*%1%

abcda

Increase in postal
--*---65-151---26prices
-%-%*%-%-%-%1%3%-%*%3%*%-%-%-%1%1%

aba

-**14-*14-14**-45More efficient
-%1%1%1%4%-%*%*%1%-%*%1%3%1%-%1%1%
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

ab
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
141471201211924962594912782597693267544021028Unweighted total
*1633851001775801775183101778281345554671004Weighted total

Forced to by colleagues
/ system changes in the

-**-11213214-*-45company
-%1%1%-%1%1%*%*%1%1%*%1%-%*%-%1%*%

Good for sending
---*-*2**2*2--*22invoices /attachments
-%-%-%1%-%*%*%*%*%1%*%*%-%-%*%*%*%

Offers more creative
-*2----2--2--*-22choices
-%1%5%-%-%-%-%1%-%-%1%-%-%*%-%*%*%

abcdba

Company budget has been
------1-*1-1---11diverted to other media
-%-%-%-%-%-%*%-%*%*%-%*%-%-%-%*%*%

-----------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*17133910319*--1522Other
-%-%-%*%1%4%2%1%2%3%1%2%1%-%-%3%2%

d

--*-1-5*6**7---37Don't know
-%-%1%-%1%-%1%*%1%*%*%1%-%-%-%1%1%

Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
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Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
1719881311291677951162232494091028Unweighted total
1619279610689873931111918383911004Weighted total

67638047415344287599184462Quicker
34%39%48%44%46%46%46%67%28%50%23%47%46%

bbb

782319413673037864719167408Cost saving
41%43%40%39%41%41%41%53%23%37%50%43%41%

34618922216152231431389238Customer preferences
18%24%24%21%24%20%24%12%20%18%33%23%24%

Convenience / ease of
-341151713212136133554149use
-%18%14%16%15%17%15%13%16%15%14%14%15%

28359365401*232045Price of postage
11%4%4%8%4%6%4%6%1%9%9%5%4%

a

Reduce admin time spent
1825332332-3-11635on alternative media
8%4%3%3%4%4%3%-%15%-%3%4%3%

Proof of delivery / know
it has got there /

1621721424*-*-1128reliable
8%3%3%7%2%6%3%2%-%2%-%3%3%

a

*322422322*-221025Environmental reasons
2%2%3%3%2%4%2%2%-%9%4%3%3%

Everyone else is doing
it / client's like this

-*21*21*21-*--721method
-%*%3%*%2%*%2%-%1%-%-%2%2%

b

Speed - instantaneous /
*-16*16*16*-*-516fast response
3%-%2%*%2%1%2%4%-%3%-%1%2%

b

Unreliable postal
-112112-13---*713service
-%1%1%1%1%-%1%-%-%-%1%2%1%

Security / data
-*6-7-7-*--67protection
-%*%1%-%1%-%1%-%1%-%-%2%1%

Increase in postal
-242424---5*6prices
-%1%*%2%*%3%*%-%-%-%13%*%1%

aaac

-32*5*5--**35More efficient
-%2%*%*%1%*%1%-%-%1%*%1%1%

a
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababa*e*dcbaSignificance Level: 95%
1719881311291677951162232494091028Unweighted total
1619279610689873931111918383911004Weighted total

Forced to by colleagues
/ system changes in the

-*5*5*5**-*15company
-%*%1%*%1%*%*%1%1%-%1%*%*%

Good for sending
-*2*2-2----22invoices /attachments
-%*%*%*%*%-%*%-%-%-%-%1%*%

Offers more creative
-*2-2-2---*22choices
-%*%*%-%*%-%*%-%-%-%*%*%*%

Company budget has been
--1-1-1-----1diverted to other media
-%-%*%-%*%-%*%-%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-220220220*--2622Other
-%1%2%2%2%3%2%1%-%-%5%2%2%

3-43434---*47Don't know
16%-%1%2%*%3%*%-%-%-%*%1%1%

aa
Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods
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acg

Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
109981307237142767351913674379906779712751685781028Unweighted total

7195630421372566941733263949666189482791495651004Weighted total

2843814210821053316216318044429743511865274462Quicker
39%46%47%51%26%41%48%36%50%46%46%48%46%42%44%48%46%

affffff

263851389041082816414315739125838510362241408Cost saving
37%40%45%42%65%42%41%37%44%40%40%42%41%37%42%43%41%

1823271422671844578962341522318136118238Customer preferences
26%24%23%20%26%26%27%26%24%24%24%25%24%29%25%21%24%

a

Convenience / ease of
1114757301369434366114687145501382149use
15%15%19%14%22%14%14%19%11%15%15%14%15%18%9%15%15%

egeeb

3401010*152611172440333811102145Price of postage
4%4%3%5%7%6%4%6%5%6%4%5%4%4%7%4%4%

Reduce admin time spent
*3179-112711613322431842335on alternative media
*%3%2%4%-%4%4%1%5%3%3%4%3%3%2%4%3%

fff

Proof of delivery / know
it has got there /

125112*101610710261722541928reliable
1%3%4%1%2%4%2%6%2%3%3%3%2%2%3%3%3%

caceg

422154-10158913251525811725Environmental reasons
6%2%5%2%-%4%2%5%3%3%3%2%3%3%*%3%3%

bbg

Everyone else is doing
it / client's like this

*21*5*212414218215*1621method
1%2%*%2%2%1%2%2%*%1%2%1%2%2%*%3%2%

aeeeeb

Speed - instantaneous /
41652-41546516121694416fast response
6%2%2%1%-%1%2%2%2%1%2%2%2%3%3%1%2%

abaa

Unreliable postal
11245*1926412612221013service
2%1%1%3%7%1%1%1%2%1%1%1%1%1%1%2%1%

Security / data
*733-31-*6444*3*7protection
*%1%1%1%-%1%*%-%*%2%*%1%*%*%2%*%1%

acegac

Increase in postal
*6**-565356663-16prices
*%1%*%*%-%2%1%3%1%1%1%1%1%1%-%*%1%

Ofcom; Business Postal Tracker
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

c
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 21/04/15



Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
109981307237142767351913674379906779712751685781028Unweighted total

7195630421372566941733263949666189482791495651004Weighted total

*512-12123555*145More efficient
*%1%*%1%-%*%*%*%1%1%1%1%1%*%1%1%1%

Forced to by colleagues
/ system changes in the

*51*-12111515*225company
*%1%*%*%-%*%*%1%*%*%*%*%1%*%1%*%*%

Good for sending
-2*2-*2***2*22-12invoices /attachments
-%*%*%1%-%*%*%*%*%*%*%*%*%1%-%*%*%

Offers more creative
-222--2-2-222*-22choices
-%*%1%1%-%-%*%-%*%-%*%*%*%*%-%*%*%

Company budget has been
-1----1-*-111--11diverted to other media
-%*%-%-%-%-%*%-%*%-%*%*%*%-%-%*%*%

-----------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1565*214443187188*1422Other
1%2%2%2%7%1%2%2%1%1%2%1%2%3%*%2%2%

b

3753-13-447772-57Don't know
4%1%2%1%-%*%*%-%1%1%1%1%1%1%-%1%1%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
1677361241401011535-100982410179041014875251036897991028Unweighted total
170719115122992524-98878599387798885831926417811004Weighted total

863354044452239-4513614573974563971440285376462Quicker
51%47%35%36%46%46%-%46%46%46%45%46%46%44%44%44%48%46%

aacc

942595556403219-4053343993553973261853274312408Cost saving
55%36%48%46%41%42%-%41%43%40%40%40%38%57%58%43%40%41%

bbc

281902033235138-236193237215236215316153185238Customer preferences
16%26%17%27%24%26%-%24%25%24%24%24%25%11%17%24%24%24%

ac

Convenience / ease of
31100182014771-14610914612614613121590130149use
18%14%15%17%15%14%-%15%14%15%14%15%15%8%17%14%17%15%

1228454524-453845404428312362945Price of postage
7%4%4%4%4%5%-%5%5%4%5%4%3%10%12%6%4%4%

c

Reduce admin time spent
326633318-352835323531-3212835on alternative media
2%4%5%3%3%4%-%4%4%4%4%4%4%-%3%3%4%3%

Proof of delivery / know
it has got there /

818262811-281928222825-2112328reliable
5%2%2%5%3%2%-%3%2%3%2%3%3%-%2%2%3%3%

222172515-25222519252123101925Environmental reasons
1%3%1%6%2%3%-%3%3%2%2%2%2%5%4%2%2%3%

b

Everyone else is doing
it / client's like this

*192-205-211121142121-*181521method
*%3%2%-%2%1%-%2%1%2%2%2%2%-%*%3%2%2%

Speed - instantaneous /
-15141611-161516161616--81116fast response
-%2%1%3%2%2%-%2%2%2%2%2%2%-%-%1%1%2%

Unreliable postal
67-1135-131313111383312513service
3%1%-%1%1%1%-%1%2%1%1%1%1%8%3%2%1%1%

abc

Security / data
34-*73-617476-*447protection
2%1%-%*%1%1%-%1%*%1%*%1%1%-%*%1%*%1%

Increase in postal
4-2*66-666462-4636prices
2%-%2%*%1%1%-%1%1%1%*%1%*%-%4%1%*%1%

bbc

123152-555555-*545More efficient
*%*%3%*%1%*%-%1%1%1%1%1%1%-%*%1%1%1%

b
Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbac*babaSignificance Level: 95%
1677361241401011535-100982410179041014875251036897991028Unweighted total
170719115122992524-98878599387798885831926417811004Weighted total

Forced to by colleagues
/ system changes in the

-41-51-535555--335company
-%1%1%-%*%*%-%*%*%*%1%*%1%-%-%*%*%*%

Good for sending
-2-*22-222222--212invoices /attachments
-%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

Offers more creative
-2--22-2*2*22-*222choices
-%*%-%-%*%*%-%*%*%*%*%*%*%-%*%*%*%*%

Company budget has been
*1--11-111111--*11diverted to other media
*%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%*%*%

------------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------------For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

417*22210-221422192121-171422Other
3%2%*%2%2%2%-%2%2%2%2%2%2%-%1%1%2%2%

-7-377-777774--347Don't know
-%1%-%2%1%1%-%1%1%1%1%1%*%-%-%*%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c

Ofcom; Business Postal Tracker
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

babababa*bacbaSignificance Level: 95%
152368042075578351977-102887166821028Unweighted total
148347762135074857948-100485754851004Weighted total

5315361952034123438-4624071831462Quicker
36%44%47%45%39%46%41%46%-%46%48%33%36%46%

b

69112981032928814394-4083352545408Cost saving
47%33%38%48%57%38%24%42%-%41%39%45%53%41%

babc

30919540220019218-238210816238Customer preferences
20%27%25%19%3%27%34%23%-%24%25%15%19%24%

ab

Convenience / ease of
25311534131158141-1491231015149use
17%10%15%16%27%15%14%15%-%15%14%19%18%15%

a

82349226*44-45298745Price of postage
6%5%4%4%4%3%1%5%-%4%3%15%8%4%

cc

Reduce admin time spent
9*303131133-3532-335on alternative media
6%1%4%2%1%4%3%4%-%3%4%-%3%3%

Proof of delivery / know
it has got there /

43523413-28-28202728reliable
3%8%1%11%8%2%-%3%-%3%2%3%8%3%

bac

3*25*-24223-25221225Environmental reasons
2%*%3%*%-%3%4%2%-%3%3%3%2%3%

a

Everyone else is doing
it / client's like this

--192-15-21-2121-*21method
-%-%2%1%-%2%-%2%-%2%2%-%1%2%

Speed - instantaneous /
*-142*13314-16141116fast response
*%-%2%1%1%2%5%1%-%2%2%2%1%2%

Unreliable postal
1-6751211-1313--13service
1%-%1%3%9%*%4%1%-%1%2%-%-%1%

ba

Security / data
*-61*6*6-743-7protection
*%-%1%*%*%1%*%1%-%1%*%5%-%1%

c

Increase in postal
--43-4-6-643-6prices
-%-%*%1%-%*%-%1%-%1%*%5%-%1%

ac

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

babababa*bacbaSignificance Level: 95%
152368042075578351977-102887166821028Unweighted total
148347762135074857948-100485754851004Weighted total

3*51-4-5-55**5More efficient
2%1%1%*%-%1%-%1%-%1%1%1%*%1%

Forced to by colleagues
/ system changes in the

-*5*-523-541-5company
-%1%1%*%-%1%3%*%-%*%*%1%-%*%

a

Good for sending
*-*2*2-2-22**2invoices /attachments
*%-%*%1%*%*%-%*%-%*%*%*%*%*%

b

Offers more creative
*-*22*-2-22--2choices
*%-%*%1%3%*%-%*%-%*%*%-%-%*%

ba

Company budget has been
--1--1-1-11--1diverted to other media
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-175-19517-2220*222Other
1%-%2%2%-%3%8%2%-%2%2%*%2%2%

a

3-4--2-7-76--7Don't know
2%-%1%-%-%*%-%1%-%1%1%-%-%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b

Ofcom; Business Postal Tracker
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
24427927123431661028Unweighted total
24327126522631571004Weighted total

10213214583157462Quicker
42%49%55%37%43%37%46%

aad

93112102101-76408Cost saving
38%41%38%45%-%48%41%

62645260233238Customer preferences
26%23%19%27%57%21%24%

Convenience / ease of
48393527-20149use
20%14%13%12%-%13%15%

ab

571617-745Price of postage
2%2%6%7%-%5%4%

cdcd

Reduce admin time spent
41588-935on alternative media
2%6%3%4%-%6%3%

d

Proof of delivery / know
it has got there /

23159-728reliable
1%1%6%4%-%4%3%

cdcd

7648-425Environmental reasons
3%2%1%4%-%2%3%

Everyone else is doing
it / client's like this

7636--21method
3%2%1%2%-%-%2%

Speed - instantaneous /
5434-*16fast response
2%2%1%2%-%*%2%

Unreliable postal
4*54-113service
2%*%2%2%-%1%1%

c

Security / data
*33--*7protection
*%1%1%-%-%*%1%

Increase in postal
2--4--6prices
1%-%-%2%-%-%1%

bc

3**2-35More efficient
1%*%*%1%-%2%1%

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
24427927123431661028Unweighted total
24327126522631571004Weighted total

Forced to by colleagues
/ system changes in the

**4*-*5company
*%*%1%*%-%*%*%

Good for sending
2-*--*2invoices /attachments
1%-%*%-%-%*%*%

Offers more creative
--2*-*2choices
-%-%1%*%-%*%*%

Company budget has been
--1---1diverted to other media
-%-%*%-%-%-%*%

-------Royal Mail strike action
-%-%-%-%-%-%-%

-------For BACS transfers
-%-%-%-%-%-%-%

5871-222Other
2%3%3%*%-%1%2%

aa

1-5--37Don't know
1%-%2%-%-%2%1%

ac

Columns Tested: a,b - a,b,c,d

Ofcom; Business Postal Tracker
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 21/04/15



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
973203198217981181071411239477136791591Unweighted total

136870718210513822828012588160156881591Weighted total

302---101---11982---302North 0-9 Employees
22%-%-%-%96%-%-%-%95%93%-%-%-%19%

abcfghjabcfghjklabcfghjklmabcfghjklm

klm

16---4---66---16North 10+ Employees
1%-%-%-%4%-%-%-%5%7%-%-%-%1%

bfghjklmbfghjklmabcfghjklm

366----133-----15083366Mids 0-9 Employees
27%-%-%-%-%96%-%-%-%-%-%96%95%23%

cdefgijcdefgijkcdefgijcdefgijk

kllmlmklm

16----5-----7416Mids 10+ Employees
1%-%-%-%-%4%-%-%-%-%-%4%5%1%

efgjklmdefgijkdefgijkl

mlm

652-----224272--157--652South 0-9 Employees
48%-%-%-%-%-%98%97%-%-%98%-%-%41%

abdehijabdehijklmabdehijklmabdehij

klklm

16-----48--4--16South 10+ Employees
1%-%-%-%-%-%2%3%-%-%2%-%-%1%

jbjkljkl

-646677---------207Wal/Sco/NI 0-9 Employees
-%91%93%94%-%-%-%-%-%-%-%-%-%13%

abcdefghabcdefghabcdefghim

imim

-655---------16Wal/Sco/NI 10+ Employees
-%9%7%6%-%-%-%-%-%-%-%-%-%1%

abcdefghabcdefghabcdefghim

imim

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Weighting Var
Base: All Respondents

Produced by OLR
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UrbanityBusiness SizeIndustry
RuralUrban10+100-24950-9910-490-9NonFinancialDistributionConstructionUtilitiesManufacturingAgricultureTOTAL

FinancialServiceIndustriesIndustriesIndustries
ServiceIndustries

Industries

baedcbagfed*cbaSignificance Level: 95%
7908013885188249120366275366132231671261591Unweighted total
7688236481541152766583373142221411221591Weighted total

139163----3021099713753032302North 0-9 Employees
18%20%-%-%-%-%20%16%11%19%26%25%21%27%19%

bcdefgffg

7916259-7131-3116North 10+ Employees
1%1%25%23%37%21%-%1%1%1%1%-%2%*%1%

aaabea

167199----36613221972984226366Mids 0-9 Employees
22%24%-%-%-%-%24%20%25%26%20%36%29%21%23%

bcdegg

61016259-8*21*3*16Mids 10+ Employees
1%1%25%27%33%22%-%1%*%1%1%1%2%*%1%

aaaba

312340----652315411415554336652South 0-9 Employees
41%41%-%-%-%-%43%47%49%38%38%22%31%30%41%

bcdeabeab

610162212-8132-2*16South 10+ Employees
1%1%25%26%13%29%-%1%1%1%1%-%1%*%1%

acaaac

12483----2077910541631627207Wal/Sco/NI 0-9 Employees
16%10%-%-%-%-%14%12%12%14%12%15%11%22%13%

abcdebdg

88162311-8*31*3*16Wal/Sco/NI 10+ Employees
1%1%25%24%18%28%-%1%1%1%1%2%2%*%1%

aaaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b

Ofcom; Business Postal Tracker
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Weighting Var
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 21/04/15



Monthly Mail Volume Sent - letters and large lettersMonthly Postal Spend (size)Monthly Postal spendTurnover
5,000+500-4,999250-499100-24950-9925-491-24LargeMediumSmall£100+0-£99£5,000,000£1,000,000£500,000£0-£499,999TOTAL

+- 4,999- £999
,999,999

*gfedcbacbabadcbaSignificance Level: 95%
3617617318327579640973644640911824697746481591Unweighted total
3236112415826093530977450930912821670747601591Weighted total

-551830551824314411643260-810157302North 0-9 Employees
-%24%8%15%19%21%19%14%19%23%14%20%-%11%13%21%19%

eeeeccbddcd

*2132348628821*116North 10+ Employees
6%9%2%2%2%1%*%3%1%*%3%1%13%2%*%*%1%

abcdaabaabca

--12272469226671811186729981712194366Mids 0-9 Employees
-%-%20%22%15%27%24%22%23%23%22%23%52%24%17%25%23%

fffcfcfabc

*12423387188221216Mids 10+ Employees
6%5%3%3%2%1%*%2%1%*%2%1%10%3%1%*%1%

abaaabaaba

3632497087396129325199129523-3139295652South 0-9 Employees
88%26%52%39%44%34%42%42%42%39%42%41%-%44%53%39%41%

bfbfbfdadd

-22332496297221216South 10+ Employees
-%9%3%2%2%1%*%3%1%*%3%1%13%2%1%*%1%

abcdaaaabaabca

-45172337116399969391681710107207Wal/Sco/NI 0-9 Employees
-%19%9%14%15%14%12%13%13%14%13%13%6%10%14%14%13%

-22433387188131116Wal/Sco/NI 10+ Employees
-%8%3%3%2%1%*%2%1%*%2%1%6%4%2%*%1%

abcaaaabaaaa
Columns Tested: a,b,c,d - a,b - a,b,c - a,b,c,d,e,f,g
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Weighting Var
Base: All Respondents

Produced by OLR
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Issue date: 21/04/15



Main provider
Mail providers used(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcels

Other(s)RoyalRoyal MailProviderRoyal MailProviderRoyal Mail250+100-24950-9925-491-24TOTAL
onlyMail andonlyother thanother than

other(s)Royal MailRoyal Mail

*cbababaedcbaSignificance Level: 95%
27287127615814321101480323352776091591Unweighted total
25285128015214371091480253151585901591Weighted total

43925918284162874951293302North 0-9 Employees
16%14%20%12%20%14%19%17%29%10%21%16%19%

bbac

*41221421411*2516North 10+ Employees
1%1%1%1%1%2%1%3%2%1%4%1%1%

a

880277543113632854149154366Mids 0-9 Employees
30%28%22%35%22%33%22%21%15%27%16%26%23%

aaab

*4112141151111616Mids 10+ Employees
1%2%1%1%1%1%1%4%2%1%2%1%1%

8124520585944161110132521237652South 0-9 Employees
32%44%41%38%41%38%41%41%43%49%36%40%41%

*511313214*12*816South 10+ Employees
1%2%1%2%1%2%1%1%3%3%*%1%1%

52517712194101973231280207Wal/Sco/NI 0-9 Employees
19%9%14%8%14%9%13%11%6%7%21%14%13%

bc

*412214115*111716Wal/Sco/NI 10+ Employees
1%1%1%1%1%1%1%2%2%2%1%1%1%

Columns Tested: a,b,c,d,e - a,b - a,b - a,b,c

Ofcom; Business Postal Tracker
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Weighting Var
Base: All Respondents

Produced by OLR
OFC1885
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Types of service usedUse of parcelsTypes of mail sent regularlyRole of mail services
InternationalStandardUrgent,Do notSendParcel postOthersOrderBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL

/ CrossDeliveryTrackeddespatchproductsused forfulfilmentMailingsandLettersLettersbusinesscommunicationsonly
borderor Timedproductsbut notfulfillmentPacketsoperations

Servicestousing
customersparcels

or
packets

cbac*bagfedcbacbaSignificance Level: 95%
1711515472352204281117299515675152199114924482708631591Unweighted total
1151511476325114151079286460635151891914914552608591591Weighted total

21278825017121751821062811522758147173302North 0-9 Employees
18%18%17%15%13%17%20%18%18%17%18%17%18%18%18%20%19%

b

21563*51338815121534916North 10+ Employees
2%1%1%1%4%1%1%1%2%1%1%1%1%1%1%1%1%

193451088321032658411514234621034310361198366Mids 0-9 Employees
16%23%23%25%15%25%25%29%25%22%23%23%23%23%23%23%23%

abcd

21575*51326915121543916Mids 10+ Employees
2%1%1%1%3%1%1%1%1%1%1%1%1%1%1%1%1%

38631213135216641097175270633386620193110339652South 0-9 Employees
33%42%45%42%23%40%38%34%38%42%42%42%42%42%42%39%41%

ccffff

21666*5122710161316331016South 10+ Employees
2%1%1%2%2%1%1%1%2%2%1%1%1%1%1%1%1%

2819649394571384360831951211906330114207Wal/Sco/NI 0-9 Employees
24%13%10%12%38%14%13%15%13%13%13%13%13%14%11%13%13%

ab

31655*41237816131653816Wal/Sco/NI 10+ Employees
3%1%1%1%3%1%1%1%1%1%1%1%1%1%1%1%1%

b
Columns Tested: a,b,c - a,b,c,d,e,f,g - a,b,c - a,b,c
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Types of services for receivedRM Services used
Future volume of mailmailTypes of mail receivedRM product changesfor Standard Mail

DecreaseStay theIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher to2nd1stTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower costclassclass

borderor TimedParcels/DKcostservicesservices
Services

cbacba*fedcbacbabaSignificance Level: 95%
20011872002141561815-15591244157213661566137637141104412051591Unweighted total
20211881961871564819-1561121615681339156213774413799512031591Weighted total

352303531300151-2962273012503012671025170231302North 0-9 Employees
17%19%18%17%19%18%-%19%19%19%19%19%19%24%18%17%19%19%

21233169-161316141614*1121316North 10+ Employees
1%1%1%2%1%1%-%1%1%1%1%1%1%1%1%1%1%1%

412794624361179-3582663643063633071233232248366Mids 0-9 Employees
20%24%23%13%23%22%-%23%22%23%23%23%22%27%24%23%21%23%

cc

21222168-15131615161311121316Mids 10+ Employees
1%1%1%1%1%1%-%1%1%1%1%1%1%2%1%1%1%1%

914768290640350-6425096365506345681757410525652South 0-9 Employees
45%40%42%48%41%43%-%41%42%41%41%41%41%40%41%41%44%41%

b

31212158-151316151613-2101416South 10+ Employees
1%1%1%1%1%1%-%1%1%1%1%1%1%-%2%1%1%1%

281552429201105-203161203175201181316136147207Wal/Sco/NI 0-9 Employees
14%13%12%16%13%13%-%13%13%13%13%13%13%6%12%14%12%13%

21234168-161416151614*2131316Wal/Sco/NI 10+ Employees
1%1%1%2%1%1%-%1%1%1%1%1%1%*%1%1%1%1%

Columns Tested: a,b - a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Problems withExperienced problems
provider other thanwith service fromSatisfaction with

Royal Mail in theRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
last six monthsmonthsMailconnectioncommunication methodsthan RM

NoYesNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

bababababacbaSignificance Level: 95%
230511278285781244129146256310281342991341591Unweighted total
225541275290781213144144758710041347861461591Weighted total

3372465314245372651211812551926302North 0-9 Employees
14%12%19%18%18%20%26%18%21%18%19%22%18%19%

a

31133112*16412122116North 10+ Employees
1%2%1%1%1%1%*%1%1%1%1%2%1%1%

60182926515276373281232433032734366Mids 0-9 Employees
26%34%23%22%19%23%26%23%21%24%22%32%23%23%

c

31124112-16511121216Mids 10+ Employees
1%3%1%1%1%1%-%1%1%1%1%1%2%1%

972251712736475466062464065582267652South 0-9 Employees
43%41%41%44%46%39%32%42%42%40%41%26%45%41%

bbb

4*133211*16610131116South 10+ Employees
2%1%1%1%2%1%*%1%1%1%1%1%1%1%

23416933916923184771301791313207Wal/Sco/NI 0-9 Employees
10%7%13%11%12%14%16%13%13%13%13%15%9%13%

3*132*13*16511141116Wal/Sco/NI 10+ Employees
1%*%1%1%*%1%*%1%1%1%1%1%*%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Satisfaction with
Quarterother main provider

Q1 2015Q4 2014Q3 2014Q2 2014DissatisfiedSatisfiedTOTAL

dcba*baSignificance Level: 95%
40340040138752491591Unweighted total
40340040138772461591Weighted total

77767674334302North 0-9 Employees
19%19%19%19%36%14%19%

4444-316North 10+ Employees
1%1%1%1%-%1%1%

93929289269366Mids 0-9 Employees
23%23%23%23%23%28%23%

4444-416Mids 10+ Employees
1%1%1%1%-%1%1%

1651641641592105652South 0-9 Employees
41%41%41%41%34%43%41%

4444-416South 10+ Employees
1%1%1%1%-%2%1%

52525250*24207Wal/Sco/NI 0-9 Employees
13%13%13%13%6%10%13%

4444-316Wal/Sco/NI 10+ Employees
1%1%1%1%-%1%1%

Columns Tested: a,b - a,b,c,d
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