
Weighting matrix
Required FactorAchieved

b     *caSignificance Level: 95%
Total                1604 100.000% 100.0000.06234

%  19.0000.08085235  14.651North 0-9 Employees
1.0000.0117685   5.299%North 10+ Employees

%  23.0000.13218174  10.848Mids 0-9 Employees
a

1.0000.0204149   3.055%Mids 10+ Employees
%  41.0000.11172367  22.880South 0-9 Employees

a
%   1.0000.00885113   7.045South 10+ Employees

b
%  13.0000.02995434  27.057Wal/Sco/NI 0-9 Emplo

b
%   1.0000.00680147   9.165Wal/Sco/NI 10+ Emplo

b
Columns Tested: a,b,c

Ofcom; Business Postal Tracker
Table PTARG                                                                                                                                                                                       Page 1

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

Agriculture, hunting and
2055215*243-2433forestry
1%8%7%2%1%2%*%1%4%2%-%1%4%2%

bcfgjmbcdfghijgg
m

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

4*-*-22------5Mining and quarrying
*%1%-%1%-%1%1%-%-%-%-%-%-%*%

25969926454359271292217283Manufacturing
19%9%11%10%29%21%23%21%23%10%8%13%18%18%

cdjklbcdjklmcdjklbcdjklcdjklbcdjkl

Electricity / Gas /
24*12-2471124227Water supply
2%1%1%2%-%1%2%3%1%1%2%2%2%2%

252101013133926603021172720285Construction
18%15%13%15%14%19%14%22%26%18%15%15%21%18%

kgjkl

Wholesale and retail
trade: repair of motor

211131614142229321228174116254vehicles / motor cycles
15%20%21%16%16%10%15%11%11%24%15%23%17%16%

efhefhmefhmefhm

12225-6**132-*22Hotels and restaurants
1%3%3%6%-%3%*%*%1%2%2%-%*%1%

fmfmabefgimfmf

Transportation storage
34223-84911-5641and communication
2%2%3%4%-%4%2%3%1%1%-%3%6%3%

ci

Financial intermediation
71667981110541111291and insurance
5%10%8%8%11%4%6%4%4%3%10%6%2%6%

adfmadfmf

Retail estate, rental
30812918164156691618403516348and business
22%19%12%21%18%20%30%25%14%15%36%20%17%22%

ekkdekldekabdehij

klm

Public administration
711**---32*2*9and defence
1%1%1%1%*%-%-%-%2%1%*%1%*%1%

fm

6*11-1-4-2--*8Educational services
*%1%1%1%-%*%-%1%-%1%-%-%*%*%

Healthcare and social
13221*244-3**-17work
1%2%2%1%*%1%2%1%-%3%*%*%-%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%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

Other community, social
and personal service

1124117320713111313247133activities
8%6%14%8%3%10%4%5%9%11%11%14%8%8%

fgijlmfgigfgil

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

41-1256294423644Engineering
3%-%1%2%6%3%1%3%3%3%2%2%6%3%

llgkllllll

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

5**1--2--3---6Other answers
*%*%1%1%-%-%1%-%-%2%-%-%-%*%

fm

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

Ofcom; Business Postal Tracker
Table 1  (continuation)                                                                                                                                                                           Page 3

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

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

Agriculture, hunting and
25520*322571-**13133forestry
2%5%2%2%1%2%5%1%2%-%4%3%3%2%2%

aa

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

--32-55------55Mining and quarrying
-%-%1%*%-%*%1%-%-%-%-%-%-%*%*%

a

2621731638275841991721311266283Manufacturing
27%20%25%15%14%18%18%17%26%21%15%34%27%17%18%

aaaada

Electricity / Gas /
--423-271314*--**2627Water supply
-%-%1%2%-%2%3%1%1%-%-%1%1%2%2%

a

3630246122738320291216276285Construction
3%6%10%22%19%18%18%18%14%7%23%5%16%18%18%

dbcdcecce

Wholesale and retail
trade: repair of motor

232150159132405419982*14246254vehicles / motor cycles
24%20%17%14%22%16%12%17%12%20%7%13%11%16%16%

ab

-*12112110111****2122Hotels and restaurants
-%*%*%2%1%1%2%1%1%3%2%1%1%1%1%

ba

Transportation storage
251025*4116251-**14041and communication
2%4%3%2%*%3%3%2%2%-%6%2%2%3%3%

Financial intermediation
213274818925663***28791and insurance
3%12%9%4%2%6%5%6%5%4%3%3%6%6%6%

adad

Retail estate, rental
1718592541533381267101126338348and business
18%17%20%23%25%22%17%23%16%10%15%20%16%22%22%

bbef

Public administration
11*7*9362***179and defence
1%1%*%1%1%1%1%1%3%4%4%5%2%*%1%

aaaa

1*-717*821*-168Educational services
1%*%-%1%2%*%*%1%3%10%2%-%3%*%*%

baabcfa

Healthcare and social
25291164132***11617work
2%5%1%1%2%1%1%1%2%5%3%3%2%1%1%

abaa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

Other community, social
and personal service

116171006127419261113127133activities
11%5%6%9%10%8%9%8%9%13%13%10%6%8%8%

b

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

44102514318262**-14244Engineering
5%4%3%2%2%3%4%2%3%4%5%-%3%3%3%

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

-*-6*615*---*66Other answers
-%*%-%1%*%*%*%*%1%-%-%-%1%*%*%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

Agriculture, hunting and
25-712*128-*28651033forestry
1%3%-%2%5%4%1%1%2%-%1%3%4%3%2%1%2%

a

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

-*-*----5---*2*25Mining and quarrying
-%*%-%*%-%-%-%-%*%-%-%-%*%1%*%*%*%

8640418551019162322711364771109283Manufacturing
39%22%33%31%16%24%45%22%16%20%24%14%17%19%23%15%18%

aabdeaa

Electricity / Gas /
1212----27----661427Water supply
*%1%*%1%-%-%-%-%2%-%-%-%-%2%2%2%2%

ddd

4153152219271-24392964148285Construction
2%8%3%6%8%5%2%11%19%-%6%5%18%12%20%21%18%

bccdefecefcef

Wholesale and retail
trade: repair of motor

552836481081018207*324323744113254vehicles / motor cycles
25%16%29%17%35%19%23%24%15%1%10%31%15%15%14%16%16%

aaaaabcdf

-*-*----22-**1*21822Hotels and restaurants
-%*%-%*%-%-%-%-%2%-%*%*%*%*%1%3%1%

bcd

Transportation storage
4628**2*392*47881141and communication
2%4%2%3%1%*%4%1%3%18%1%6%3%3%3%2%3%

a

Financial intermediation
19-10-**388-2102523141791and insurance
*%5%-%4%-%*%*%4%6%-%7%13%11%10%4%2%6%

bbaababab

Retail estate, rental
3345225668916309*1111464747184348and business
15%25%18%20%19%19%21%22%22%3%40%14%21%20%15%26%22%

babcdebe

Public administration
3*12**-*8**224119and defence
1%*%1%1%1%1%-%*%1%1%*%2%1%2%*%*%1%

aba

*2*2-***7*1--**68Educational services
*%1%*%1%-%*%*%1%1%1%4%-%-%*%*%1%*%

abcde

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

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

Healthcare and social
432423129-*1542417work
2%2%2%2%8%8%2%3%1%-%2%2%2%2%1%1%1%

aaaa

Other community, social
and personal service

1314917*61612031311163266133activities
6%8%8%6%*%15%1%8%9%35%4%4%5%7%10%9%8%

cedd

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

13851722-4362*458131344Engineering
6%5%4%6%6%5%-%5%3%18%*%5%2%3%4%2%3%

a

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

-*-*----6--**2226Other answers
-%*%-%*%-%-%-%-%*%-%-%*%*%1%1%*%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

Agriculture, hunting and
2619431132312163210321851033forestry
2%2%2%2%2%2%3%2%2%1%2%4%2%1%2%

ba

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

552535235453-25Mining and quarrying
*%*%1%*%*%*%1%*%*%*%*%1%-%*%*%

20419853263146229751702631412638047154283Manufacturing
19%17%23%18%22%18%20%23%18%16%18%16%17%19%18%

bbabcf

Electricity / Gas /
2124*2682637261426541827Water supply
2%2%*%2%1%2%1%1%2%2%2%1%1%2%2%

c

176212122647325352722691602658543155285Construction
16%18%5%18%11%20%14%10%18%18%18%17%15%19%18%

accdeddedde

Wholesale and retail
trade: repair of motor

17016836231107187711472351202298848113254vehicles / motor cycles
16%14%15%16%16%15%19%20%16%13%16%18%17%14%16%

bfabcf

13171182132118418221722Hotels and restaurants
1%1%1%1%*%1%1%*%1%*%1%*%1%2%1%

adddc

Transportation storage
3131241113816144122391272341and communication
3%3%1%3%2%3%4%2%3%2%3%2%2%3%3%

d

Financial intermediation
69819863979163391819140321991and insurance
6%7%4%6%6%6%4%4%6%9%6%8%11%2%6%

acdefaa

Retail estate, rental
21228672323175246731673242173119953194348and business
20%24%31%22%26%19%19%23%22%24%21%20%19%24%22%

bbbef

Public administration
773938239872179and defence
1%1%1%1%*%1%1%*%1%1%1%*%*%1%1%

552634338781258Educational services
1%*%1%*%*%*%1%*%1%1%1%*%1%1%*%

Healthcare and social
1612516121371116121684517work
1%1%2%1%2%1%2%1%1%1%1%2%1%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

Other community, social
and personal service

80912211749104385112275122382665133activities
7%8%9%8%7%8%10%7%8%8%8%8%9%8%8%

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

353193725367323924391582044Engineering
3%3%4%3%4%3%2%4%3%3%3%3%3%2%3%

abce

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

55*614326462-46Other answers
*%*%*%*%*%*%1%*%*%*%*%*%-%1%*%

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

Ofcom; Business Postal Tracker
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

Agriculture, hunting and
238183319-3328333033222533forestry
2%3%1%2%2%2%-%2%2%2%2%2%2%6%2%2%

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

5--454-545453-25Mining and quarrying
*%-%-%1%*%*%-%*%*%*%*%*%*%-%1%*%

b

2194220662761622277228275229274223946283Manufacturing
18%18%14%18%18%18%100%17%19%18%17%18%17%25%18%18%

Electricity / Gas /
232212717-2722272027194827Water supply
2%1%1%*%2%2%-%2%2%2%2%2%1%10%3%2%

ccac

222441927274138-284175274241274241335285Construction
18%18%13%8%17%15%-%18%15%17%18%18%19%9%14%18%

ccdddda

Wholesale and retail
trade: repair of motor

161385257252147-252206251210247198550254vehicles / motor cycles
13%16%36%16%16%16%-%16%17%16%16%16%15%13%19%16%

bc

20112228-221420122020*122Hotels and restaurants
2%*%1%1%1%1%-%1%1%1%1%1%2%1%*%1%

Transportation storage
345284024-413241324132*941and communication
3%2%2%2%3%3%-%3%3%3%2%3%3%1%3%3%

Financial intermediation
65224158840-91609186916632191and insurance
5%9%3%4%6%4%-%6%5%6%6%6%5%7%8%6%

acc

Retail estate, rental
2794028113341210-348259335299334286650348and business
23%17%19%32%22%23%-%22%22%21%22%21%22%16%19%22%

bab

Public administration
63-697-969995-49and defence
*%1%-%2%1%1%-%1%*%1%1%1%*%-%1%1%

b

7*1*86-878884*48Educational services
1%*%*%*%*%1%-%1%1%1%1%1%*%1%2%*%

c

Healthcare and social
123351712-171217121714*317work
1%1%2%1%1%1%-%1%1%1%1%1%1%1%1%1%

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

Ofcom; Business Postal Tracker
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

Other community, social
and personal service

1081873112866-130102132111131113410133activities
9%8%5%9%8%7%-%8%9%8%8%8%9%10%4%8%

a

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

26136144432-444143394333-1144Engineering
2%5%4%4%3%4%-%3%3%3%3%3%3%-%4%3%

c

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

5*1*62-636264-16Other answers
*%*%1%*%*%*%-%*%*%*%*%*%*%-%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

Agriculture, hunting and
-918121154281121252633forestry
-%2%1%3%1%1%4%2%2%2%2%2%3%2%

b

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

-**4-4-52332-5Mining and quarrying
-%*%*%1%-%*%-%*%*%*%*%2%-%*%

bc

1117210652616319263782052061760283Manufacturing
18%31%18%17%21%16%18%18%15%19%16%16%29%18%

bc

Electricity / Gas /
-2224122225918232227Water supply
-%1%2%1%*%2%2%2%2%2%2%2%1%2%

-212107018185182679319226869285Construction
-%5%18%18%15%18%17%18%18%18%21%6%4%18%

ab

Wholesale and retail
trade: repair of motor

3771896229168282261001541772250254vehicles / motor cycles
35%20%16%16%24%16%26%15%20%14%14%22%24%16%

aaacc

-*19231591391221*-22Hotels and restaurants
-%*%2%1%2%1%8%1%2%1%2%*%-%1%

a

Transportation storage
-1032102282391229362441and communication
-%3%3%2%2%3%2%3%2%3%3%2%2%3%

Financial intermediation
-106523562*902071774891and insurance
-%3%6%6%4%6%*%6%4%6%6%3%4%6%

bb

Retail estate, rental
2732548627227103371112372872930348and business

22%19%22%22%22%22%10%23%22%22%22%28%15%22%

baa

Public administration
-37215-9275-49and defence
-%1%1%1%1%*%-%1%*%1%*%-%2%1%

c

-262-6-8538*-8Educational services
-%1%1%*%-%1%-%1%1%*%1%*%-%*%

Healthcare and social
-6126*10*17710113217work
-%2%1%1%*%1%*%1%1%1%1%3%1%1%

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,c - a,b - a,b - a,b - a,b - a,b
Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

Other community, social
and personal service

2259036891121213796961123133activities
22%7%8%9%7%9%11%8%7%9%8%10%11%8%

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

-193591312421034334744Engineering
-%5%3%2%1%3%2%3%2%3%3%4%4%3%

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

*-6*-6-6436*-6Other answers
2%-%*%*%-%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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C1. To which industry does your organisation belong to?
Base: All respondents
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

Agriculture, hunting and
51241233forestry
1%3%1%3%2%

b

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

*2*25Mining and quarrying
*%*%*%1%*%

58807868283Manufacturing
15%19%19%17%18%

Electricity / Gas /
1355427Water supply
3%1%1%1%2%

ac

61827962285Construction
15%20%20%16%18%

Wholesale and retail
trade: repair of motor

97566832254vehicles / motor cycles
24%14%17%8%16%

abcaa

1353*22Hotels and restaurants
3%1%1%*%1%

abca

Transportation storage
81114941and communication
2%3%3%2%3%

Financial intermediation
1622242891and insurance
4%5%6%7%6%

Retail estate, rental
719578104348and business
18%23%19%27%22%

bd

Public administration
-1179and defence
-%*%*%2%1%

bd

21248Educational services
*%*%*%1%*%

Healthcare and social
436417work
1%1%1%1%1%

Other community, social
and personal service

46212542133activities
12%5%6%11%8%

bcbc

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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C1. To which industry does your organisation belong to?
Base: All respondents
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

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

414121444Engineering
1%3%3%4%3%

dd

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

*24-6Other answers
*%*%1%-%*%

a
Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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C1. To which industry does your organisation belong to?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

133157698284201185271110110109167931540Less than 10
97%91%93%95%95%97%98%97%95%94%98%95%98%96%

kllklkll

294333534432413910 - 49
2%6%4%4%3%2%2%1%3%3%1%2%1%2%

fm

811**2*1*1*2*1050 - 99
1%1%1%1%*%1%*%1%*%1%*%1%*%1%

5111**-1*1*2*7100 - 249
*%1%1%1%*%*%-%*%*%1%*%1%*%*%

2****-******-2250 - 499
*%*%*%*%*%-%*%*%*%*%*%*%-%*%

1*---***---**1500 - 999
*%*%-%-%-%*%*%*%-%-%-%*%*%*%

1***---*1**--21000 - 4999
*%*%*%*%-%-%-%*%*%*%*%-%-%*%

2******1-*-*-35000 +
*%1%*%*%*%*%*%*%-%*%-%*%-%*%

486554748562926410+ employees
3%9%7%5%5%3%2%3%5%6%2%5%2%4%

cfghmfgm

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 exlusively the branch or office location you currently work at?
Base: All respondents
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

799527510914514954481092-----15401540Less than 10
83%91%94%98%75%97%97%96%-%-%-%-%-%100%96%

dbcdbbcdef

86916534112939---39-3910 - 49
8%5%3%1%9%2%2%3%61%-%-%-%100%-%2%

abaaaacdeacdef

3232193710--10--1050 - 99
3%2%1%*%1%1%1%1%15%-%-%100%-%-%1%

aaaabdeabdef

313125167-7---7100 - 249
3%1%1%*%3%*%*%1%11%-%100%-%-%-%*%

aaaabceabcef

11*12**222----2250 - 499
1%1%*%*%3%*%*%*%3%26%-%-%-%-%*%

aaababcdf

1***1**111----1500 - 999
1%*%*%*%2%*%*%*%2%16%-%-%-%-%*%

aaababcdf

1-*111*222----21000 - 4999
1%-%*%*%2%*%*%*%3%24%-%-%-%-%*%

aaababcdf

***22**233----35000 +
*%*%*%*%4%*%*%*%4%34%-%-%-%-%*%

aababcdf

161016221549164964871039-6410+ employees
17%9%6%2%25%3%3%4%100%100%100%100%100%-%4%

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

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 exlusively the branch or office location you currently work at?
Base: All respondents
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

204169117256263939671368819672042312997111540Less than 10
94%94%95%94%87%92%90%90%97%87%66%85%94%97%96%99%96%

bcdefefefefbcdef

85410222430-5884863910 - 49
4%3%3%4%5%5%4%6%2%-%16%10%4%2%3%1%2%

aabcdabcdaa

22131*116*13212*1050 - 99
1%1%1%1%3%1%2%2%*%3%4%3%1%*%1%*%1%

aabcabca

11*21111413111**7100 - 249
*%1%*%1%2%2%2%1%*%6%10%1%1%*%*%*%*%

aaabcdea

11*1*-*11-**1*1*2250 - 499
*%*%*%*%1%-%1%1%*%-%*%*%*%*%*%*%*%

aaa

-*-*-**1***--*1-1500 - 999
-%*%-%*%-%*%*%1%*%1%2%-%-%*%*%-%*%

aa

**-**-*-2*******21000 - 4999
*%*%-%*%*%-%*%-%*%1%2%*%*%*%*%*%*%

a

*****--*2****11135000 +
*%*%*%*%1%-%-%*%*%1%*%*%*%*%*%*%*%

1211617444845110121381386410+ employees
6%6%5%6%13%8%10%10%3%13%34%15%6%3%4%1%4%

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

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exlusively the branch or office location you currently work at?
Base: All respondents
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

1026114121314196331216350689144285314174762657861540Less than 10
95%96%91%96%95%96%92%94%96%94%96%96%94%97%96%

cceeeb

30311237203317233729361211163910 - 49
3%3%5%2%3%3%4%3%2%3%2%2%4%2%2%

bacf

99410796710993241050 - 99
1%1%2%1%1%1%2%1%1%1%1%1%1%*%1%

b

562745447773127100 - 249
*%1%1%*%1%*%1%1%*%1%*%1%*%*%*%

121221122221112250 - 499
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

11111111111**11500 - 999
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

12*211112221*121000 - 4999
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

22*3121232311135000 +
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

50522161365330406252612217256410+ employees
5%4%9%4%5%4%8%6%4%6%4%4%6%3%4%

abacfa
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 exlusively the branch or office location you currently work at?
Base: All respondents
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

116723013933615048542152811491503128614961237352481540Less than 10
96%96%95%94%96%95%100%96%96%96%96%96%96%97%95%96%

2964123824-393139373930173910 - 49
2%2%3%3%2%3%-%2%3%2%3%2%2%3%3%2%

7115107-108109107-31050 - 99
1%1%1%1%1%1%-%1%1%1%1%1%1%-%1%1%

412275-767776*17100 - 249
*%1%1%1%*%1%-%*%*%*%*%*%*%1%*%*%

2-*122-222222--2250 - 499
*%-%*%*%*%*%-%*%*%*%*%*%*%-%-%*%

1**111-111111--1500 - 999
*%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%

2***21-212222-*21000 - 4999
*%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

2**131-323232-135000 +
*%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

4797226342-6452645964501126410+ employees
4%4%5%6%4%5%-%4%4%4%4%4%4%3%5%4%

Columns Tested: 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 exlusively the branch or office location you currently work at?
Base: All respondents

Produced by OLR
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

73541130377117996106143449110491232981981540Less than 10
93%94%96%96%95%96%99%96%96%96%96%95%96%96%

*132711326138112832343910 - 49
3%3%2%3%3%2%1%3%2%3%2%3%2%2%

*47316-10376121050 - 99
2%1%1%1%1%1%-%1%1%1%*%1%1%1%

-25224-7255117100 - 249
-%1%*%1%1%*%-%*%*%*%*%1%1%*%

*211*1*2122**2250 - 499
2%*%*%*%*%*%*%*%*%*%*%*%*%*%

-*1*-1-1*11**1500 - 999
-%*%*%*%-%*%-%*%*%*%*%*%*%*%

-*2**2-2112**21000 - 4999
-%*%*%*%*%*%-%*%*%*%*%*%*%*%

-12*-2-3122--35000 +
-%*%*%*%-%*%-%*%*%*%*%-%-%*%

1224517642163184649586410+ employees
7%6%4%4%5%4%1%4%4%4%4%5%4%4%

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

Ofcom; Business Postal Tracker
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exlusively the branch or office location you currently work at?
Base: All respondents
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3903943843721540Less than 10
98%96%95%95%96%

a

41012133910 - 49
1%3%3%3%2%

dd

13231050 - 99
*%1%1%1%1%

12237100 - 249
*%*%*%1%*%

**1*2250 - 499
*%*%*%*%*%

1--*1500 - 999
*%-%-%*%*%

111-21000 - 4999
*%*%*%-%*%

111*35000 +
*%*%*%*%*%

91619206410+ employees
2%4%5%5%4%

d
Columns Tested: a,b,c,d

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 exlusively the branch or office location you currently work at?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

95-----------9595East of England
7%-%-%-%-%-%-%-%-%-%-%-%100%6%

bcdefghbcdefgh

ijklijklm

176----------176-176East Midlands
13%-%-%-%-%-%-%-%-%-%-%100%-%11%

acdefghacdefghi

ijkljklm

112---------112--112Greater London
8%-%-%-%-%-%-%-%-%-%100%-%-%7%

abdefghabdefgh

ijklijklm

117--------117---117North East
8%-%-%-%-%-%-%-%-%100%-%-%-%7%

abcefghabcefghijk

ijkllm

116-------116----116North West
8%-%-%-%-%-%-%-%100%-%-%-%-%7%

abcdfghabcdfghijk

ijkllm

278------278-----278South East
20%-%-%-%-%-%-%100%-%-%-%-%-%17%

abcdeghabcdeghijk

ijkllm

189-----189------189South West
14%-%-%-%-%-%100%-%-%-%-%-%-%12%

abcdefhabcdefhijk

ijkllm

209----209-------209West Midlands
15%-%-%-%-%100%-%-%-%-%-%-%-%13%

abcdefgabcdefgi

ijkljklm

88---88--------88Yorkshire and The Humber
6%-%-%-%100%-%-%-%-%-%-%-%-%6%

abcdefgabcdefghj

hjklklm

---87---------87Scotland
-%-%-%100%-%-%-%-%-%-%-%-%-%5%

abcdefgh

iklm

--75----------75Wales
-%-%100%-%-%-%-%-%-%-%-%-%-%5%

abcdefghij

lm

-63-----------63Northern 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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

1379---88209189278116117112176951379England
100%-%-%-%100%100%100%100%100%100%100%100%100%86%

jkljkljkljkljkljkljkljkljkljkl

321---88---116117---321North
23%-%-%-%100%-%-%-%100%100%-%-%-%20%

abcfghjabcfghjklabcfghjklmabcfghjklm

klm

480----209-----17695480Mids
35%-%-%-%-%100%-%-%-%-%-%100%100%30%

cdefgijcdefgijkcdefgijcdefgijk

kllmlmklm

579-----189278--112--579South
42%-%-%-%-%-%100%100%-%-%100%-%-%36%

abdehijabdehijklmabdehijklmabdehij

klklm

1020313852791361321978493112140461141Urban
74%49%51%60%90%65%70%71%73%79%100%80%48%71%

ahjkllaklaefghjklmaklajklajklahjklahjklabdefgh

ijklm

36032373597256813224-3649463Rural
26%51%49%40%10%35%30%29%27%21%-%20%52%29%

cibcdefghimbcdefghibcdefimcbcdimciciciccbcdefgh

jmim

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
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bcdf

Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

421871*9549462***19395East of England
4%2%6%6%1%6%11%4%3%2%6%1%3%6%6%

cbaf

983112891673614091224167176East Midlands
9%8%11%12%15%11%8%12%14%12%28%17%11%11%11%

babf

61317766106-1122***2109112Greater London
6%12%6%7%10%7%-%10%4%3%2%4%4%7%7%

abbf

3721856111249361113110117North East
3%7%7%8%9%7%5%8%10%11%13%14%8%7%7%

db

7318882113328451**4110116North West
7%3%6%8%4%7%7%7%9%11%5%4%10%7%7%

c

21235617892708119781114271278South East
22%22%19%16%14%17%17%17%12%17%10%15%11%18%17%

bf

13113712810178561324*-*3185189South West
14%11%13%11%17%12%12%12%6%5%-%4%8%12%12%

df

15174013752047213671*25201209West Midlands
16%16%14%12%8%13%16%12%11%8%5%17%12%13%13%

a

6816594859794***38488Yorkshire and The Humber
6%8%5%5%6%5%2%7%6%5%5%4%8%5%6%

b

4516623833552511*38287Scotland
4%5%6%6%6%5%7%5%7%7%9%5%8%5%5%

a

3410573723738511136975Wales
4%4%3%5%5%5%8%3%8%8%9%9%8%4%5%

aaa

5411442613231611145763Northern Ireland
5%4%4%4%4%4%7%3%9%12%8%6%10%4%4%

aaaa

83922549505013293601020486582913311379England
87%88%87%85%85%86%78%89%75%74%74%81%74%86%86%

bbdef

15185423312309652561622210305321North
16%17%19%21%19%20%14%22%25%27%24%22%26%20%20%

baa

282790336144661583231823310462480Mids
29%26%31%30%24%30%34%28%28%21%38%36%26%30%30%

a

404711038125554137441142129564579South
42%45%38%34%41%36%30%39%22%25%12%24%23%37%36%

Ofcom; Business Postal Tracker
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C3. Where in the UK do you work?
Base: All respondents

b                                                           a
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

6582219775531088-1141497672910921141Urban
69%78%75%70%89%70%-%100%76%87%81%73%73%71%71%

abab

3023723387456463-1611311448463Rural
31%22%25%30%11%30%100%-%24%13%19%27%27%29%29%

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

Produced by OLR
OFC1885
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

917620-244852*6911204795East of England
4%9%5%7%-%5%9%5%6%20%1%7%4%5%6%7%6%

bf

212912385517159*31320204377176East Midlands
10%16%10%14%15%11%2%10%11%3%12%16%9%9%14%11%11%

bcccd

2091515*4241022-210132461112Greater London
9%5%12%5%*%9%5%5%7%20%-%3%5%5%8%8%7%

affdef

14118172414106*2513222252117North East
7%6%7%6%6%10%1%6%7%2%8%6%6%9%7%7%7%

c

17151219315*10714318192249116North West
8%8%10%7%11%1%12%*%8%13%12%4%8%8%7%7%7%

bbdbe

502821586139102402512435352112278South East
23%16%17%21%21%30%21%14%17%18%16%15%20%22%17%16%17%

aba

172613302461616124633293579189South West
8%15%10%11%8%8%13%22%11%18%15%7%15%12%11%11%12%

bade

3811183176514177-212292833104209West Midlands
17%6%14%11%24%15%11%19%12%-%6%16%13%12%11%14%13%

aaff

14108161*6576-181019203288Yorkshire and The Humber
6%5%7%6%4%1%13%7%5%-%2%10%5%8%6%4%6%

adaf

89511112578*34148164287Scotland
4%5%4%4%2%3%4%7%6%3%9%6%6%3%5%6%5%

c

78411121368*2389144075Wales
3%4%3%4%5%4%1%3%5%1%5%4%4%4%4%6%5%

2627113256-44119122363Northern Ireland
1%4%2%2%4%3%7%2%4%-%14%5%5%4%4%3%4%

abcde

199157112244263838651212921671852132716141379England
92%87%91%89%89%89%88%87%86%96%72%85%85%89%87%85%86%

fffff

44362852651292881616415964133321North
20%20%23%19%21%13%27%13%20%15%22%20%19%25%21%18%20%

ba

6857359012139254212531586096229480Mids
31%32%29%33%39%30%21%34%30%23%19%39%27%25%31%32%30%

cdfff
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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C3. Where in the UK do you work?
Base: All respondents
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

876448103920173050269208695111252579South
40%36%39%37%29%47%40%41%36%57%31%26%39%40%36%35%36%

eeee

17013195206162737581003623571611662225071141Urban
78%73%77%75%53%63%85%78%71%63%81%72%74%69%71%70%71%

adeeeac

4748286714166174114522577390212463Rural
22%27%23%25%47%37%15%22%29%37%19%28%26%31%29%30%29%

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

Produced by OLR
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

696611903070163490598817245495East of England
6%6%5%6%4%6%4%5%6%7%6%3%8%7%6%

cc

11811525159831344286161107159592592176East Midlands
11%10%11%11%12%11%11%12%11%12%11%12%9%11%11%

7395221055488276110672103312058112Greater London
7%8%10%7%8%7%7%8%7%8%7%6%7%7%7%

8395171104487294910965106431658117North East
8%8%7%7%7%7%8%7%7%7%7%9%6%7%7%

7081121084787224211054109312559116North West
7%7%5%7%7%7%6%6%7%6%7%6%9%7%7%

18621447246121222681342561732558748140278South East
17%18%20%17%18%17%18%18%17%19%17%17%17%17%17%

11814323178741544294179107176553994189South West
11%12%10%12%11%12%11%13%12%12%12%11%14%12%12%

144155261989118356942001031947433100209West Midlands
13%13%11%13%14%14%15%13%13%11%13%15%12%12%13%

b

606811834174244684528427213888Yorkshire and The Humber
6%6%5%6%6%6%6%6%6%6%6%5%7%5%6%

62618803369224280477825134887Scotland
6%5%4%5%5%5%6%6%5%5%5%5%5%6%5%

44548662855162667336723104075Wales
4%5%3%4%4%4%4%4%4%4%5%5%3%5%5%

48452259234715226032602582963Northern Ireland
4%4%9%4%3%4%4%3%4%4%4%5%3%4%4%

ab

922103219612755841099327640129779212734242506931379England
86%86%84%86%87%87%86%88%86%88%86%85%89%85%86%

213244413001322497513730317129910161155321North
20%20%17%20%20%20%20%19%20%19%20%20%22%19%20%

3323366344720438711421445126944115081246480Mids
31%28%27%30%30%30%30%29%30%30%30%30%29%30%30%

37745292528249463137289542352533173108292579South
35%38%40%36%37%37%36%40%36%39%36%35%38%36%36%

7378641761053502895262536106965110483412055831141Urban
69%72%75%71%75%71%69%74%71%72%71%69%73%72%71%

b

3393295842816737411819343525343015676228463Rural
31%28%25%29%25%29%31%26%29%28%29%31%27%28%29%

a
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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C3. Where in the UK do you work?
Base: All respondents
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

70187179249-93689272927522095East of England
6%8%5%5%6%6%-%6%6%6%5%6%6%5%8%6%

127252436174107-172140174145172137431176East Midlands
10%10%17%10%11%12%-%11%12%11%11%11%11%12%12%11%

c

861593311063-112821129911293-17112Greater London
7%6%6%9%7%7%-%7%7%7%7%7%7%-%6%7%

8916113011471-1158611310111097116117North East
7%7%8%8%7%8%-%7%7%7%7%7%8%4%6%7%

862082611364-116771149511384723116North West
7%9%6%7%7%7%-%7%6%7%7%7%7%19%9%7%

c

1985228722731702276209267236267217553278South East
16%22%19%20%17%19%100%17%17%17%18%17%17%15%20%17%

c

15222154118399-187145185156185161423189South West
12%9%10%11%12%11%-%12%12%12%12%12%12%10%9%12%

174241132202101-209152202181202172628209West Midlands
14%10%7%9%13%11%-%13%13%13%13%13%13%18%11%13%

ac

64159148750-88718673867611088Yorkshire and The Humber
5%6%6%4%6%6%-%6%6%5%5%6%6%4%4%6%

62178198651-87688673856711687Scotland
5%7%6%5%6%6%-%5%6%5%5%5%5%4%6%5%

56710137237-74567462745721575Wales
5%3%7%4%5%4%-%5%5%5%5%5%4%4%6%5%

5194256234-63466253625021163Northern Ireland
4%4%2%7%4%4%-%4%4%4%4%4%4%5%4%4%

ab

104620712430113487742136910311345115713391112312191379England
86%86%85%84%86%86%100%86%86%86%86%86%86%87%84%86%

239522970314185-3202343132683092571048321North
20%22%20%20%20%21%-%20%19%20%20%20%20%27%18%20%

371664284468257-4743604683984663841379480Mids
31%28%29%24%30%29%-%30%30%30%30%30%30%35%30%30%

c

43689521465663322575436564492564471992579South
36%37%36%41%36%37%100%36%36%36%37%36%37%25%35%36%

86216511125611226402113085111189701113930221711141Urban
71%69%76%72%72%71%100%71%71%71%72%71%72%61%66%71%

a
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C3. Where in the UK do you work?
Base: All respondents
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

3537535102445256-4633504483764473561489463Rural
29%31%24%28%28%29%-%29%29%29%28%29%28%39%34%29%

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

Produced by OLR
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Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

-267025116229331647391395East of England
-%7%6%6%9%6%2%6%6%6%6%9%6%6%

-52120511411811166671101371223176East Midlands
-%14%10%13%11%11%10%11%13%10%11%11%11%11%

22877331666510640729749112Greater London
22%7%7%8%13%6%5%7%8%7%8%4%4%7%

a

125942014739107437492619117North East
18%7%8%5%11%7%9%7%8%7%7%5%9%7%

13186237618108328392321116North West
16%8%7%6%6%6%7%7%6%8%7%3%10%7%

b

*71218551718318260762022191739278South East
2%19%19%14%13%18%17%17%15%18%17%16%19%17%

a

*4212659131159179631251581614189South West
2%11%11%15%10%11%8%12%12%11%12%16%7%12%

baa

238156481113611198531561582229209West Midlands
26%10%13%12%9%13%10%13%10%14%12%21%14%13%

bc

-25553276297926626252188Yorkshire and The Humber
-%7%5%8%6%6%8%5%5%6%5%5%10%6%

bc

11665196617802760746687Scotland
7%4%6%5%4%6%6%5%5%6%6%6%3%5%

*13571645311643045633975Wales
6%4%5%4%3%5%10%4%6%4%5%3%4%5%

a

-851124468552142581363Northern Ireland
-%2%4%3%3%4%7%4%4%4%5%1%1%4%

a

733910023481108778212974319481087941881379England
87%90%85%88%89%84%77%87%85%87%85%90%91%86%

bc

3812347628196262941012192451461321North
35%22%20%19%23%19%25%20%20%20%19%13%30%20%

bc

211634612536316234571503303694364480Mids
26%31%29%32%29%30%22%31%30%30%29%41%31%30%

c

214142114846365325461793994733763579South
26%37%36%37%37%35%30%36%35%36%37%36%31%36%

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

Ofcom; Business Postal Tracker
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C3. Where in the UK do you work?
Base: All respondents
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

428281729894723691072379762900751551141Urban
52%75%70%75%76%70%65%72%74%70%70%73%75%71%

ba

4943579729314384251303333822851463Rural
48%25%30%25%24%30%35%28%26%30%30%27%25%29%

ab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C3. Where in the UK do you work?
Base: All respondents
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3122182495East of England
8%5%5%6%6%

45434840176East Midlands
11%11%12%10%11%

34312423112Greater London
9%7%6%6%7%

23312241117North East
6%8%5%10%7%

bd

22432625116North West
5%10%6%6%7%

abd

57639068278South East
14%15%22%17%17%

cd

40425354189South West
10%10%13%14%12%

53634844209West Midlands
13%15%12%11%13%

2117242788Yorkshire and The Humber
5%4%6%7%6%

3113212187Scotland
8%3%5%5%5%

c

2620141475Wales
7%5%4%4%5%

1721141263Northern Ireland
4%5%4%3%4%

3253563543451379England
81%87%88%88%86%

ddd

65927292321North
16%22%18%24%20%

dbd

129128115108480Mids
32%31%29%28%30%

131136167145579South
33%33%41%37%36%

cd

3022592972821141Urban
76%63%74%72%71%

ccc

97151106110463Rural
24%37%26%28%29%

abd

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

132961728385204178270113111106167951545Head office
96%96%96%96%96%98%95%97%98%95%95%95%100%96%

50233451092669*59Branch / local office
4%4%4%4%4%2%5%3%2%5%5%5%*%4%

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

Ofcom; Business Postal Tracker
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C4. Is your location the headquarters or a local branch / office?
Base: All respondents
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

891022761078-15454561088492593414951545Head office
94%97%95%97%-%100%99%95%77%19%71%92%87%97%96%

baeedefdefbcdef

63153559-7531572154559Branch / local office
6%3%5%3%100%-%1%5%23%81%29%8%13%3%4%

ababcabcdfabcaa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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C4. Is your location the headquarters or a local branch / office?
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

209172119261284241691365927752092333006921545Head office
96%96%97%96%96%98%94%92%97%97%93%96%96%97%96%96%96%

b

88412113649*2396122759Branch / local office
4%4%3%4%4%2%6%8%3%3%7%4%4%3%4%4%4%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

1038114722514246441227359695144586614214722747861545Head office
97%96%96%96%96%97%94%95%96%96%96%95%97%97%96%

e

3846957254121345838562682559Branch / local office
3%4%4%4%4%3%6%5%4%4%4%5%3%3%4%

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

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

117223213834815088632153511491507129415001242332501545Head office
96%97%95%97%96%96%100%96%96%96%96%96%97%91%96%96%

438895933-57525952594531059Branch / local office
4%3%5%3%4%4%-%4%4%4%4%4%3%9%4%4%

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

Ofcom; Business Postal Tracker
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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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

836211363751209971041441489105612341012001545Head office
98%96%97%95%98%96%97%96%96%96%96%97%97%96%

*1439193403562039473659Branch / local office
2%4%3%5%2%4%3%4%4%4%4%3%3%4%

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

Ofcom; Business Postal Tracker
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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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3793973933761545Head office
95%97%97%96%96%

2013101659Branch / local office
5%3%3%4%4%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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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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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

129755648079198179260108107106166931497Yes
94%88%86%92%90%95%95%94%93%92%95%94%98%93%

klkklklkkkkkl

828117911918895112107No
6%12%14%8%10%5%5%6%7%8%5%6%2%7%

aghmabcefghjm

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
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

95105283101556144142510726387103814341497Yes
100%100%97%91%94%93%92%94%99%99%100%100%98%93%93%

abaaaaa

-*898310438691*--1106107No
-%*%3%9%6%7%8%6%1%1%-%-%2%7%7%

dbcdbcf

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

Ofcom; Business Postal Tracker
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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
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

2151781212713043437213091028782122322976401497Yes
99%99%99%99%100%100%100%96%93%100%98%100%98%97%95%89%93%

aaaabaaa

2212---3104-**571579107No
1%1%1%1%-%-%-%4%7%-%2%*%2%3%5%11%7%

cdebcdef

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

1014112222613856521198368712140787613834632687541497Yes
94%94%97%94%98%94%97%98%94%97%94%93%95%93%93%

bacfacfacf

617189517711218962895341457107No
6%6%3%6%2%6%3%2%6%3%6%7%5%7%7%

abdebdebde

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

112023114434514638492148511381464127514571202332461497Yes
92%96%99%96%93%95%100%93%95%93%95%93%93%93%94%93%

ccb

95911310547-107631037010385215107No
8%4%1%4%7%5%-%7%5%7%5%7%7%7%6%7%

abc
Columns Tested: 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
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Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

83681090378113970-1497433106411871002041497Yes
100%98%93%96%92%93%-%100%85%97%93%96%99%93%

bbbc

-88517968107-76319542107No
-%2%7%4%8%7%100%-%15%3%7%4%1%7%

aaaa
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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3633803783751497Yes
91%93%94%96%93%

d

36302517107No
9%7%6%4%7%

a
Columns Tested: 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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

Senior Management
(Managing Director,
Director, Business

779274449471239016269566910261899Owner)
56%42%60%56%53%59%48%58%59%48%61%58%64%56%

ldgllllllldgl

Office Admin / Office
439312029335474842844286332519Management
32%49%26%34%37%26%39%30%24%38%25%36%33%32%

abcefhjkecehkehk

m

833647191110118106297Finance / Accounts
6%6%8%5%8%9%6%4%10%7%9%3%2%6%

fff

161**-52611***17Customer Service
1%1%*%1%-%2%1%2%1%1%*%*%*%1%

12-1**4*41*-2-13Sales
1%-%1%*%*%2%*%1%1%*%-%1%-%1%

7**2*-22*12--9Operations
1%1%*%2%*%-%1%1%*%1%2%-%-%1%

5-1----2-1-2-6Company Secretary
*%-%1%-%-%-%-%1%-%1%-%1%-%*%

6-----221-*1-6Procurement
*%-%-%-%-%-%1%1%1%-%*%*%-%*%

4*-*-*---12--4Marketing
*%*%-%1%-%*%-%-%-%1%2%-%-%*%

4--*------22-4Facilities
*%-%-%*%-%-%-%-%-%-%2%1%-%*%

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

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

m

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

4-*--2-2-----4Don't know
*%-%1%-%-%1%-%1%-%-%-%-%-%*%

191221-7633---24Other answers
1%2%2%2%2%-%4%2%2%2%-%-%-%1%

bhm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
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Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

Senior Management
(Managing Director,
Director, Business

48421266821988026463591*18890899Owner)
51%40%43%61%32%57%57%56%14%7%3%7%20%58%56%

bcdbdcdebcdef

Office Admin / Office
2939122329264931583613975621480519Management
30%37%42%30%43%32%34%32%61%80%70%63%54%31%32%

adaaabcfaaa

814215419626719*1258897Finance / Accounts
9%13%7%5%1%6%6%6%14%4%17%23%14%6%6%

aabaeaeaeae

42*10314792*-*11517Customer Service
4%2%*%1%5%1%2%1%3%3%-%5%3%1%1%

abbaaaa

1256311682*-*11213Sales
1%2%2%1%5%1%1%1%3%4%-%2%3%1%1%

aaaa

2*44-9181-*-*99Operations
2%*%1%*%-%1%*%1%1%-%4%-%1%1%1%

aa

--24-6-6-----66Company Secretary
-%-%1%*%-%*%-%1%-%-%-%-%-%*%*%

2*2124-61-*-156Procurement
2%*%1%*%3%*%-%1%1%-%5%-%2%*%*%

aaaaa

*2*2-4*41---144Marketing
1%2%*%*%-%*%*%*%1%-%-%-%2%*%*%

abaa

-*-4*4-4*---*44Facilities
-%*%-%*%*%*%-%*%*%-%-%-%*%*%*%

*2*--3*2***-*23Mailroom
*%2%*%-%-%*%*%*%1%1%2%-%*%*%*%

aba

Customer Relationship
*-*1-2*1*---*12Management
*%-%*%*%-%*%*%*%1%-%-%-%1%*%*%

a

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

---4-4*4-----44Don't know
-%-%-%*%-%*%*%*%-%-%-%-%-%*%*%

*1815618*241*--12324Other answers
*%1%3%1%11%1%*%2%1%1%-%-%1%2%1%

ab
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

Senior Management
(Managing Director,
Director, Business

106866113118322128800492788111148511899Owner)
49%48%50%48%60%75%49%37%57%37%33%35%40%47%48%71%56%

babcbefefbcdef

Office Admin / Office
70684197671134460413369490128155519Management
32%38%33%35%20%16%25%46%33%39%45%46%43%38%41%22%32%

acdedaaaaa

249825337381*4121823142697Finance / Accounts
11%5%7%9%10%6%16%5%6%1%15%15%8%10%4%4%6%

aabababaab

34*7*-1214**3*65217Customer Service
1%2%*%3%1%-%2%3%1%2%1%3%*%2%2%*%1%

adada

3333**2-11-**414313Sales
1%2%2%1%1%1%5%-%1%-%1%*%2%*%1%*%1%

aba

4-31-**362**12-49Operations
2%-%3%*%-%*%1%4%*%18%1%*%1%1%-%*%1%

aa

-3-3---*6---*33-6Company Secretary
-%2%-%1%-%-%-%1%*%-%-%-%*%1%1%-%*%

baa

2*2*--*24-**3*-26Procurement
1%*%2%*%-%-%1%3%*%-%2%*%1%*%-%*%*%

aabab

1212----4-**--214Marketing
*%1%1%1%-%-%-%-%*%-%2%*%-%-%1%*%*%

ad

-2-2---*4-*---224Facilities
-%1%-%1%-%-%-%*%*%-%*%-%-%-%1%*%*%

2*2*2*--**--2*--3Mailroom
1%*%2%*%7%1%-%-%*%2%-%-%1%*%-%-%*%

abcaa

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

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

--------4------44Don't know
-%-%-%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

2223-**222--*627924Other answers
1%1%2%1%-%*%1%3%2%-%-%1%3%1%2%1%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

Senior Management
(Managing Director,
Director, Business

540666121810371671170396825464803247142499899Owner)
50%56%52%55%55%53%45%54%55%51%54%50%50%61%56%

beeeeebc

Office Admin / Office
39639373494208440138228498320493177105235519Management
37%33%31%33%31%35%36%31%33%35%33%36%37%29%32%

aaa

757023924187355194649434214097Finance / Accounts
7%6%10%6%6%7%9%7%6%7%6%7%7%5%6%

abac

121331711167121791781817Customer Service
1%1%1%1%2%1%2%2%1%1%1%2%*%1%1%

13541359771391363513Sales
1%*%2%1%1%1%2%1%1%1%1%1%1%1%1%

af

651889589694149Operations
1%*%*%1%1%1%1%1%1%1%1%1%*%1%1%

4616463-66642*6Company Secretary
*%1%1%*%1%*%1%-%*%1%*%1%1%*%*%

dda

43*432*5434*246Procurement
*%*%*%*%*%*%*%1%*%*%*%*%1%*%*%

432423224442*24Marketing
*%*%1%*%*%*%1%*%*%*%*%*%*%*%*%

42-4*2**4242*24Facilities
*%*%-%*%*%*%*%*%*%*%*%*%*%*%*%

3*2323333*32*-3Mailroom
*%*%1%*%*%*%1%*%*%*%*%*%*%-%*%

bb

Customer Relationship
*2-2*21*2*2-1*2Management
*%*%-%*%*%*%*%*%*%*%*%-%*%*%*%

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

34-4*2--424--44Don't know
*%*%-%*%*%*%-%-%*%*%*%-%-%1%*%

15222221319918241624114824Other answers
1%2%1%2%2%2%2%2%2%2%2%2%1%1%1%

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

Ofcom; Business Postal Tracker
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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

Senior Management
(Managing Director,
Director, Business

68212788211875484-89366687473586971817144899Owner)
56%53%60%59%56%54%-%56%55%56%55%56%56%46%55%56%

Office Admin / Office
39391349250729925133795064505054181388519Management
32%38%23%26%32%33%100%32%32%32%33%32%33%37%34%32%

aacc

79511269757-97819786976922397Finance / Accounts
6%2%7%7%6%6%-%6%7%6%6%6%5%6%9%6%

bbc

85461711-1713171317132217Customer Service
1%2%3%2%1%1%-%1%1%1%1%1%1%5%1%1%

ccac

10218138-131113111313-113Sales
1%1%*%2%1%1%-%1%1%1%1%1%1%-%*%1%

ab

73-199-999899-19Operations
1%1%-%*%1%1%-%1%1%1%1%1%1%-%*%1%

6--163-6366642-6Company Secretary
1%-%-%*%*%*%-%*%*%*%*%*%*%6%-%*%

ac

23*263-666666--6Procurement
*%1%*%1%*%*%-%*%*%*%*%*%*%-%-%*%

c

3**244-444444--4Marketing
*%*%*%1%*%*%-%*%*%*%*%*%*%-%-%*%

4*-244-444444*-4Facilities
*%*%-%1%*%*%-%*%*%*%*%*%*%*%-%*%

2*-233-333332-*3Mailroom
*%*%-%1%*%*%-%*%*%*%*%*%*%-%*%*%

Customer Relationship
*-1*2*-222*22--2Management
*%-%1%*%*%*%-%*%*%*%*%*%*%-%-%*%

c

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

4--242-424444--4Don't know
*%-%-%1%*%*%-%*%*%*%*%*%*%-%-%*%

153632413-242224192422-224Other answers
1%1%4%1%2%1%-%2%2%2%1%2%2%-%1%1%

bc

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

Senior Management
(Managing Director,
Director, Business

4189644228825707782229960071863114899Owner)
44%50%55%58%67%55%72%55%59%55%56%61%55%56%

aa

Office Admin / Office
412738712930348234961563624213159519Management

52%34%33%33%25%34%21%33%31%33%33%30%29%32%

b

*32781465839424737212297Finance / Accounts
2%9%7%4%5%6%3%6%5%7%6%1%11%6%

abc

*513421321511616*117Customer Service
2%1%1%1%1%1%2%1%*%1%1%*%*%1%

b

-5113*9-1331111*213Sales
-%1%1%1%*%1%-%1%1%1%1%*%1%1%

-272*8-9634239Operations
-%*%1%1%*%1%-%1%1%*%*%2%2%1%

acc

-351-**6*66--6Company Secretary
-%1%*%*%-%*%*%*%*%1%*%-%-%*%

-224-4-6144*26Procurement
-%1%*%1%-%*%-%*%*%*%*%*%1%*%

b

-34--4-4134-*4Marketing
-%1%*%-%-%*%-%*%*%*%*%-%*%*%

-24--422224--4Facilities
-%1%*%-%-%*%2%*%*%*%*%-%-%*%

a

-32*-3-3*2*2-3Mailroom
-%1%*%*%-%*%-%*%*%*%*%2%-%*%

ac

Customer Relationship
-12--*-22-*-12Management
-%*%*%-%-%*%-%*%*%-%*%-%1%*%

c

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

--4--2*44-4--4Don't know
-%-%*%-%-%*%*%*%1%-%*%-%-%*%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

-4149218-241113194124Other answers
-%1%1%2%2%2%-%2%2%1%2%4%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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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

Senior Management
(Managing Director,
Director, Business

283233190193899Owner)
71%57%47%49%56%

abcab

Office Admin / Office
91122163143519Management
23%30%41%36%32%

dcdcd

927322997Finance / Accounts
2%6%8%7%6%

ddd

282417Customer Service
1%2%*%1%1%

b

-24713Sales
-%1%1%2%1%

dd

32*49Operations
1%1%*%1%1%

-2-46Company Secretary
-%1%-%1%*%

bd

212*6Procurement
1%*%*%*%*%

*3*-4Marketing
*%1%*%-%*%

-22*4Facilities
-%1%*%*%*%

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

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

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

-2-24Don't know
-%1%-%1%*%

864624Other answers
2%1%1%1%1%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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C6. We are talking to a wide range of customers with different responsibilities, so we'd like to understand your role within your organisation. Please could you tell me which type of department you
work in?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

Mail is used mainly for
administrative needs and
is not core to our

69329404838100941405958589254811service delivery
50%46%54%56%43%48%50%50%51%50%52%52%57%51%

i

Mail is critical for our
customer communications
and/or statements but is

25081013213339482516202524282not core to our business
18%13%13%16%23%16%21%17%21%14%18%14%25%18%

klkdkl

Mail is core to our
business operations
(i.e. our business could

424252325277455873143315917498not function without it)
31%40%31%29%31%35%29%31%27%37%28%34%18%31%

aaegjmaaaaa

Don't Know (DO NOT READ
12-2-32-41-2*-13OUT)
1%-%2%-%3%1%-%1%1%-%2%*%-%1%

jgjl

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

Ofcom; Business Postal Tracker
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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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

Mail is used mainly for
administrative needs and
is not core to our

182683685257862285832532416786811service delivery
18%25%29%62%42%51%49%51%39%37%29%41%41%51%51%

dbcdbbdf

Mail is critical for our
customer communications
and/or statements but is

1522791668274762051721211265282not core to our business
15%21%27%15%14%18%16%18%26%27%18%26%27%17%18%

adaa

Mail is core to our
business operations
(i.e. our business could

6357126252264721563412233312476498not function without it)
66%54%43%23%44%31%34%30%34%34%48%33%31%31%31%

ababaaab

Don't Know (DO NOT READ
*-310*133111**-*1313OUT)
*%-%1%1%1%1%1%1%1%1%5%-%*%1%1%

abf

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

Ofcom; Business Postal Tracker
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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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

Mail is used mainly for
administrative needs and
is not core to our

9069411194121216767-5176083152494811service delivery
42%39%33%43%14%28%28%22%54%-%16%22%28%35%49%69%51%

bcdefefcdefbcdef

Mail is critical for our
customer communications
and/or statements but is

4237275227720246*73045507476282not core to our business
19%21%22%19%8%15%16%26%17%1%24%38%20%21%24%11%18%

aeaabcdfaaa

Mail is core to our
business operations
(i.e. our business could

8273521032325233938810173111310384140498not function without it)
38%41%43%38%77%57%53%52%27%99%59%40%52%43%27%19%31%

abcdaaaabceababeaba

Don't Know (DO NOT READ
3-3---1-12-*--31913OUT)
1%-%2%-%-%-%3%-%1%-%1%-%-%1%*%1%1%

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

Ofcom; Business Postal Tracker
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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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

Mail is used mainly for
administrative needs and
is not core to our

49757481723284599124293738360722--811811service delivery
46%48%35%49%42%47%33%40%49%40%49%-%-%100%51%

accbdeebdeebdebc

Mail is critical for our
customer communications
and/or statements but is

2052263927213323487143274194272-282-282not core to our business
19%19%16%18%20%18%23%20%18%21%18%-%100%-%18%

acfcac

Mail is core to our
business operations
(i.e. our business could

369387114477247430166289482347475498--498not function without it)
34%32%49%32%37%34%44%40%32%38%32%100%-%-%31%

abbacfacfacfab

Don't Know (DO NOT READ
47-94524939---13OUT)
*%1%-%1%1%*%1%1%1%*%1%-%-%-%1%

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

Ofcom; Business Postal Tracker
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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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

Mail is used mainly for
administrative needs and
is not core to our

63712150162782419280255978264478167116109811service delivery
52%51%34%45%50%47%100%50%47%50%48%50%52%45%42%51%

aada

Mail is critical for our
customer communications
and/or statements but is

193632656277175-282232277242276220353282not core to our business
16%26%18%16%18%19%-%18%19%18%18%18%17%9%20%18%

ac

Mail is core to our
business operations
(i.e. our business could

3725570137495297-4954024944564903861697498not function without it)
31%23%48%38%32%33%-%31%33%32%34%31%30%46%37%31%

bbcbcc

Don't Know (DO NOT READ
13*-3135-1381341310-113OUT)
1%*%-%1%1%1%-%1%1%1%*%1%1%-%*%1%

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

Ofcom; Business Postal Tracker
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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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

Mail is used mainly for
administrative needs and
is not core to our

115562316953540577542575556814183811service delivery
16%41%53%43%43%52%53%50%50%51%53%39%40%51%

aab

Mail is critical for our
customer communications
and/or statements but is

276188862916614268732092271634282not core to our business
22%20%16%22%24%16%13%18%14%19%18%16%16%18%

bab

Mail is core to our
business operations
(i.e. our business could

514035313938325344631793193664683498not function without it)
62%37%30%35%31%31%32%31%35%29%29%45%41%31%

acc

Don't Know (DO NOT READ
-5101261121127*613OUT)
-%1%1%*%2%1%1%1%*%1%1%*%3%1%

c
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

Mail is used mainly for
administrative needs and
is not core to our

210201212188811service delivery
53%49%53%48%51%

Mail is critical for our
customer communications
and/or statements but is

75667863282not core to our business
19%16%19%16%18%

Mail is core to our
business operations
(i.e. our business could

111141110136498not function without it)
28%34%27%35%31%

bdbd

Don't Know (DO NOT READ
423513OUT)
1%*%1%1%1%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

8143436151968117493Yes
6%6%4%5%4%3%8%7%5%7%10%4%4%6%

h

126758708082197171248106106100166901474No
92%91%94%92%93%94%91%89%92%91%90%94%95%92%

32112352113213137Don't know
2%2%2%3%4%3%1%4%3%2%1%2%1%2%

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

Ofcom; Business Postal Tracker
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

3113242568725671112258293Yes
32%13%8%2%10%6%6%6%17%15%34%21%13%5%6%

abcaaaaabefaa

588626210684914264301044466373014291474No
61%82%90%96%82%92%93%92%71%70%43%72%76%93%92%

dcdbcdbddddbcdef

66520532830812142937Don't know
7%6%2%2%8%2%2%3%12%15%22%7%11%2%2%

ababaaaabcaa
Columns Tested: a,b,c,d,e,f - a,b - 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

321417289121085575102515121893Yes
15%8%14%10%31%27%22%10%4%76%17%13%11%6%4%3%6%

aabababaabcababa

179161101239202932621331221641862162906951474No
83%90%83%87%67%67%75%83%94%23%73%81%86%90%93%97%92%

bdebcdefefdefbcdef

6546121528*35689637Don't know
3%3%3%2%2%6%3%7%2%1%10%6%3%3%3%1%2%

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

Ofcom; Business Postal Tracker
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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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

657025905680376792699248162993Yes
6%6%11%6%8%6%10%9%6%8%6%10%5%4%6%

bbacfacfab

979109320213535961154328643137480813484352567701474No
91%92%86%91%89%91%86%88%91%89%91%87%91%95%92%

cdededebc

31306371735161937283714101237Don't know
3%3%3%3%3%3%4%3%2%3%3%3%4%2%2%

a
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

66420299155-93809386936911793Yes
5%2%14%8%6%6%-%6%7%6%6%6%5%3%7%6%

bbc

112422912031814418152146310931437122614301186332401474No
93%96%82%89%92%91%100%92%91%92%91%92%92%92%92%92%

aa

2566103625-3728373437322337Don't know
2%3%4%3%2%3%-%2%2%2%3%2%2%5%1%2%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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C8. Do you have an Account Manager with your postal services provider?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

*446226657390316148172393Yes
5%12%5%6%5%6%2%6%6%6%4%16%11%6%

cc

83251086360114955105137046910061207861741474No
95%86%92%91%93%92%98%92%92%92%94%83%84%92%

aab

-7279325-37928261937Don't know
-%2%2%2%2%2%-%2%2%3%2%1%5%2%

c
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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

2616183293Yes
7%4%5%8%6%

bc

3663863793431474No
92%94%94%88%92%

aa

7851637Don't know
2%2%1%4%2%

bd

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

Below £83 (less than £1k
95044576259137128178888576128711113per annum)
69%69%77%71%67%66%68%64%76%73%68%73%74%69%

fhmf

More than £83 but less
than £208 (between £1k

254111016164037561821173118291and £2.5k per annum)
18%17%13%19%18%19%19%20%15%18%15%18%19%18%

More than £208 but less
than £420 (between £2.5k

924458171123371382105and £5k per annum)
7%6%5%6%9%8%6%8%3%6%12%5%2%7%

ae

More than £420 but less
than £835  (between £5k

3431244684142240and 10k per annum)
2%5%1%2%4%2%3%3%3%1%3%1%2%2%

dk

More than £835 but less
than £2,500 (between

31121111410*1*6-36£10k and £30k per annum)
2%2%2%1%1%5%2%3%*%1%*%3%-%2%

de

More than £2,500 but
less than £17,000
(between £30k and £200k

1611*1-44112*218per annum)
1%1%1%1%1%-%2%1%1%1%2%*%2%1%

More than £17,000 and
less than £42,000
(between £200k and £500k

1-*-----*--*-1per annum)
*%-%*%-%-%-%-%-%*%-%-%*%-%*%

More than £42,000 and
less than £500,000
(between £500k and £2m

1-------1-*--1per annum)
*%-%-%-%-%-%-%-%1%-%*%-%-%*%

m

--------------£2m per annum or more
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

129658718383194175257109114106168911509Under 5k pa
94%92%95%96%94%93%93%92%94%97%95%95%96%94%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV1. On average, how much money does your organisation spend 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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

Below £83 (less than £1k
---1113351078338775223121610911113per annum)
-%-%-%100%59%70%73%68%35%40%13%17%42%71%69%

bcdbacdcdcdbcdef

More than £83 but less
than £208 (between £1k

--291-1527672219161339275291and £2.5k per annum)
-%-%100%-%25%18%16%19%25%13%36%32%24%18%18%

acdaaeaeaea

More than £208 but less
than £420 (between £2.5k

-105--3102238210112695105and £5k per annum)
-%100%-%-%5%7%5%7%15%14%11%23%14%6%7%

abdaaaa

More than £420 but less
than £835  (between £5k

40---435733821243240and 10k per annum)
42%-%-%-%8%2%1%3%12%18%17%16%10%2%2%

abcaaaaaa

More than £835 but less
than £2,500 (between

36---1351521511133136£10k and £30k per annum)
38%-%-%-%2%2%3%2%8%8%9%9%8%2%2%

abcaaaaa

More than £2,500 but
less than £17,000
(between £30k and £200k

18---*17892*1*11618per annum)
19%-%-%-%*%1%2%1%3%2%10%3%2%1%1%

abcaabf

More than £17,000 and
less than £42,000
(between £200k and £500k

1----1-11**---1per annum)
1%-%-%-%-%*%-%*%1%4%5%-%-%-%*%

aaabab

More than £42,000 and
less than £500,000
(between £500k and £2m

1---*1-1**---11per annum)
2%-%-%-%*%*%-%*%*%2%-%-%-%*%*%

abab

---------------£2m per annum or more
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

-10529111135414554341075486473114611509Under 5k pa
-%100%100%100%90%94%94%94%75%67%60%72%80%95%94%

dddddebcdef

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

Ofcom; Business Postal Tracker
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QV1. On average, how much money does your organisation spend 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

Below £83 (less than £1k
829134139116181087-28631452466481113per annum)
38%51%28%51%2%3%14%24%77%-%6%10%29%61%79%90%69%

bbddebcdeefdefcdefbcdef

More than £83 but less
than £208 (between £1k

6248446554733242-43399624745291and £2.5k per annum)
29%27%36%24%18%8%17%44%17%-%14%43%46%26%15%6%18%

aacdeaabcfabcfabfa

More than £208 but less
than £420 (between £2.5k

34191736512151161-9203517717105and £5k per annum)
15%11%14%13%16%29%35%15%4%-%31%26%16%7%2%2%7%

aaabeaabcdabcdabcab

More than £420 but less
than £835  (between £5k

1881215213104112481064740and 10k per annum)
9%4%9%5%8%29%23%6%1%18%13%10%5%2%1%1%2%

aabeabaabcdabcab

More than £835 but less
than £2,500 (between

1371010713349286676136£10k and £30k per annum)
6%4%8%4%23%30%7%6%1%20%28%7%3%3%2%*%2%

abcabcaaabcdeabaaa

More than £2,500 but
less than £17,000
(between £30k and £200k

76678*24351342-218per annum)
3%3%5%3%28%1%5%5%*%56%4%4%2%1%-%*%1%

abcdaaababab

More than £17,000 and
less than £42,000
(between £200k and £500k

1****-*-**----*-1per annum)
*%*%*%*%1%-%1%-%*%4%-%-%-%-%*%-%*%

aa

More than £42,000 and
less than £500,000
(between £500k and £2m

-1-11----*1-----1per annum)
-%1%-%*%5%-%-%-%-%1%5%-%-%-%-%-%*%

ababcde

-----------------£2m per annum or more
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

17815795240111728631390-15621972243017101509Under 5k pa
82%88%78%88%36%40%65%84%98%-%51%79%90%94%97%99%94%

bdecdebcdefefefdefbcdef

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV1. On average, how much money does your organisation spend 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

Below £83 (less than £1k
697806991013354836176369102652610062521666851113per annum)
65%68%42%68%53%66%46%51%68%58%68%51%59%84%69%

accbdebdedebdecbc

More than £83 but less
than £208 (between £1k

214230592761652601111832822252801267983291and £2.5k per annum)
20%19%25%19%25%20%29%25%19%25%19%25%28%10%18%

bbacfacfacfaa

More than £208 but less
than £420 (between £2.5k

8688331037994509210476102572226105and £5k per annum)
8%7%14%7%12%7%13%13%7%8%7%11%8%3%7%

bbabcfabcfaa

More than £420 but less
than £835  (between £5k

34322238273116363735361991240and 10k per annum)
3%3%10%3%4%2%4%5%2%4%2%4%3%1%2%

abaacfaa

More than £835 but less
than £2,500 (between

2725143331321231352635284436£10k and £30k per annum)
3%2%6%2%5%3%3%4%2%3%2%6%1%*%2%

bbacfab

More than £2,500 but
less than £17,000
(between £30k and £200k

151251612141216161416142218per annum)
1%1%2%1%2%1%3%2%1%2%1%3%1%*%1%

abcfacab

More than £17,000 and
less than £42,000
(between £200k and £500k

11*11**11111--1per annum)
*%*%*%*%*%*%*%*%*%*%*%*%-%-%*%

More than £42,000 and
less than £500,000
(between £500k and £2m

111111111111--1per annum)
*%*%1%*%*%*%*%*%*%*%*%*%-%-%*%

---------------£2m per annum or more
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

997112319113925971189338645141382713894352677941509Under 5k pa
93%94%82%94%89%94%89%88%94%92%94%87%95%98%94%

accbdebdedbdecbc

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV1. On average, how much money does your organisation spend 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

Below £83 (less than £1k
8771805419410825792110177910798981072900251771113per annum)
72%75%37%54%69%65%100%69%65%69%67%69%70%69%68%69%

aaaccddd

More than £83 but less
than £208 (between £1k

212393887287186-291253289261289238142291and £2.5k per annum)
17%16%26%24%18%21%-%18%21%18%19%19%19%2%16%18%

bcbbb

More than £208 but less
than £420 (between £2.5k

6911254310572-1058410510110579718105and £5k per annum)
6%5%17%12%7%8%-%7%7%7%7%7%6%20%7%7%

bcabac

More than £420 but less
than £835  (between £5k

24412124025-40383736372821040and 10k per annum)
2%2%8%3%3%3%-%2%3%2%3%2%2%5%4%2%

bc

More than £835 but less
than £2,500 (between

24111133624-363136333626-936£10k and £30k per annum)
2%*%7%4%2%3%-%2%3%2%2%2%2%-%4%2%

bc

More than £2,500 but
less than £17,000
(between £30k and £200k

9356169-181418151814-418per annum)
1%1%4%2%1%1%-%1%1%1%1%1%1%-%1%1%

c

More than £17,000 and
less than £42,000
(between £200k and £500k

1*-11*-111111-*1per annum)
*%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%

More than £42,000 and
less than £500,000
(between £500k and £2m

-*1111-11111*111per annum)
-%*%1%*%*%*%-%*%*%*%*%*%*%4%*%*%

ccc

----------------£2m per annum or more
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

115823111632414748372149711161474126014671218332361509Under 5k pa
95%96%80%91%94%93%100%94%93%94%94%94%95%91%91%94%

aaca
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV1. On average, how much money does your organisation spend 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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

Below £83 (less than £1k
-1748502427973798101536574897639901113per annum)
-%46%72%61%64%71%92%68%72%68%76%38%44%69%

aaab

More than £83 but less
than £208 (between £1k

610320575241828283812102082455291and £2.5k per annum)
71%27%17%19%20%18%8%19%16%19%16%23%27%18%

bc

More than £208 but less
than £420 (between £2.5k

24770321160*1052778561632105and £5k per annum)
24%13%6%8%9%6%*%7%5%7%4%16%16%7%

bcc

More than £420 but less
than £835  (between £5k

-242119223-4017232151340and 10k per annum)
-%6%2%5%2%2%-%3%3%2%2%5%6%2%

bcc

More than £835 but less
than £2,500 (between

*151817521-3613231514736£10k and £30k per annum)
3%4%2%4%4%2%-%2%2%2%1%13%3%2%

bacc

More than £2,500 but
less than £17,000
(between £30k and £200k

*13108-14-1861145818per annum)
2%3%1%2%-%1%-%1%1%1%*%5%4%1%

cc

More than £17,000 and
less than £42,000
(between £200k and £500k

-1****-11***-1per annum)
-%*%*%*%*%*%-%*%*%*%*%*%-%*%

More than £42,000 and
less than £500,000
(between £500k and £2m

---1*1-1-1*-11per annum)
-%-%-%*%*%*%-%*%-%*%*%-%1%*%

bc

--------------£2m per annum or more
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

83241125349115978107140247310361241791771509Under 5k pa
95%86%96%88%93%94%100%94%93%95%97%76%86%94%

aaabb
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV1. On average, how much money does your organisation spend 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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

Below £83 (less than £1k
2883012582661113per annum)
72%74%64%68%69%

bb

More than £83 but less
than £208 (between £1k

71618772291and £2.5k per annum)
18%15%22%18%18%

c

More than £208 but less
than £420 (between £2.5k

13263431105and £5k per annum)
3%6%9%8%7%

dd

More than £420 but less
than £835  (between £5k

17711440and 10k per annum)
4%2%3%1%2%

ac

More than £835 but less
than £2,500 (between

510111136£10k and £30k per annum)
1%2%3%3%2%

More than £2,500 but
less than £17,000
(between £30k and £200k

451718per annum)
1%1%*%2%1%

b

More than £17,000 and
less than £42,000
(between £200k and £500k

--**1per annum)
-%-%*%*%*%

More than £42,000 and
less than £500,000
(between £500k and £2m

*-1-1per annum)
*%-%*%-%*%

-----£2m per annum or more
-%-%-%-%-%

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

3723883793691509Under 5k pa
93%95%94%94%94%

Columns Tested: a,b,c,d
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QV1. On average, how much money does your organisation spend 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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

614234042321047911249526177477190 - 24
44%37%54%49%36%50%42%40%42%45%55%44%49%45%

fgilmililfil

27112141620333552222224432031225 - 49
20%18%18%18%22%16%19%19%19%19%21%24%21%19%

21399819282953192213201123950 - 99
15%14%12%9%21%14%15%19%16%19%11%12%12%15%

jjkjkj

1851181410293343181310209218100 - 249
13%17%10%16%12%14%17%16%15%11%9%11%10%14%

k

6743481261235213678250 - 499
5%6%4%5%9%6%3%4%3%4%2%7%6%5%

21423124542-3*29500 - 4,999
1%6%2%3%1%1%2%2%3%2%-%2%*%2%

acfhikm

9-**--221*2-295,000 - 49,999
1%-%*%*%-%-%1%1%1%*%2%-%2%1%

*---------**-*50,000 - 499,999
*%-%-%-%-%-%-%-%-%-%*%*%-%*%

--------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

884355458511371151647174851206710310-49
64%55%72%67%58%66%61%59%62%64%76%68%70%64%

lfgilmlefgilmll

495282129377174114454227562857350+
36%45%28%33%42%34%39%41%38%36%24%32%30%36%

ckabcjkmckckckc
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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

917456482769221250781**67117190 - 24
10%16%15%58%45%45%46%44%13%16%3%2%16%46%45%

bcdccdcdbcdef

117472461230090222132*2829931225 - 49
11%7%16%22%20%19%19%19%20%30%2%19%21%19%19%

cbcdddddd

1517621456233731668111423123950 - 99
16%16%21%13%10%15%16%15%12%13%16%12%11%15%15%

a

21359963920957161131128204218100 - 249
22%33%34%6%15%14%12%14%21%17%16%25%21%13%14%

aadadaaa

1620338375225712*1386778250 - 499
17%19%11%1%6%5%5%5%18%6%15%27%19%4%5%

aabaaeaaeae

149422275231013151929500 - 4,999
15%8%1%*%3%2%1%2%15%14%41%11%12%1%2%

ababaaaabcefaa

9---*9461***-895,000 - 49,999
10%-%-%-%*%1%1%*%1%3%3%3%-%1%1%

abcababab

*---**-****---*50,000 - 499,999
*%-%-%-%*%*%-%*%1%2%5%-%-%-%*%

aaababf

---------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

20259289439992302728214*214101010310-49
21%24%32%80%65%64%65%64%32%45%5%22%37%66%64%

dbcddcddcdbcdef

768019921921553161412445782553057350+
79%76%68%20%35%36%35%36%68%55%95%78%63%34%36%

abaaaaabcefabea
Columns Tested: a,b,c,d,e,f - a,b - 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

82455077331012691------7197190 - 24
38%25%41%28%9%8%23%16%49%-%-%-%-%-%-%100%45%

aadbcdebcdef

4636275636417282-----312-31225 - 49
21%20%22%21%9%14%9%23%20%-%-%-%-%-%100%-%19%

cacdef

3133125319912208----239--23950 - 99
14%19%10%19%3%22%21%15%15%-%-%-%-%100%-%-%15%

beeeeabdef

28341745915919165---218---218100 - 249
13%19%14%16%29%36%21%26%12%-%-%-%100%-%-%-%14%

aaaaabcef

2321143010571146--78----78250 - 499
11%12%11%11%32%12%16%15%3%-%-%100%-%-%-%-%5%

abdaaaabcdf

5639342219-29-----29500 - 4,999
2%4%2%3%10%8%4%2%1%-%100%-%-%-%-%-%2%

aaabcde

*3*42*2239------95,000 - 49,999
*%2%*%1%7%1%4%2%*%95%-%-%-%-%-%-%1%

aaa

*-*-*-*--*------*50,000 - 499,999
*%-%*%-%*%-%1%-%-%5%-%-%-%-%-%-%*%

aa

-----------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m +
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

12882771336101429973-----31271910310-49
59%46%63%49%19%22%32%39%69%-%-%-%-%-%100%100%64%

aadebcdecdefcdef

89984614024332946441102978218239--57350+
41%54%37%51%81%78%68%61%31%100%100%100%100%100%-%-%36%

bbababaaabababab

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

3815087362225747571242632278614140764947190 - 24
35%43%31%42%38%37%19%33%42%31%42%28%27%61%45%

bccbdeebdefebdefbc

2312444130213627169153307200306847415231225 - 49
21%20%17%20%20%21%18%21%20%22%21%17%26%19%19%

ac

1911824423510721986125236163232103508323950 - 99
18%15%19%16%16%17%23%17%16%18%16%21%18%10%15%

abcdfaa

17316946209111198911322131662121134560218100 - 249
16%14%20%14%17%16%24%18%14%18%14%23%16%7%14%

babcdfacacaba

676218763571435378647631301778250 - 499
6%5%8%5%5%6%11%7%5%7%5%6%11%2%5%

abcdfacaac

252392716271717292628177529500 - 4,999
2%2%4%2%2%2%4%2%2%3%2%3%2%1%2%

bacdfaa

743747479799*-95,000 - 49,999
1%*%1%1%1%1%1%1%1%1%1%2%*%-%1%

ab

************--*50,000 - 499,999
*%*%*%*%*%*%*%*%*%*%*%*%-%-%*%

---------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

61275311492439474614039593947792122415164610310-49
57%63%49%62%59%59%37%54%62%53%62%45%53%80%64%

bccbdeebdeebdecbc

46444112055627552224033556542755727413116557350+
43%37%51%38%41%41%63%46%38%47%38%55%47%20%36%

aababcdfacfacfaba
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

5897949125691343270947868554968060315887190 - 24
48%33%34%35%44%38%100%45%40%44%41%44%47%42%34%45%

abacbddda

208762772311204-31224631227031223956331225 - 49
17%32%18%20%20%23%-%20%20%20%20%20%19%14%24%19%

acc

186322161237146-23919823821323618564623950 - 99
15%13%14%17%15%16%-%15%16%15%16%15%14%16%18%15%

162401664215131-216178216207216171640218100 - 249
13%17%11%18%14%15%-%14%15%14%15%14%13%16%15%14%

b

49821197845-78697871786321478250 - 499
4%3%14%5%5%5%-%5%6%5%5%5%5%6%5%5%

bc

1648132820-2924292829182929500 - 4,999
1%2%6%4%2%2%-%2%2%2%2%2%1%6%4%2%

bcbc

5*4276-989897-295,000 - 49,999
*%*%3%1%*%1%-%1%1%1%1%1%1%-%1%1%

bc

**-***-******--*50,000 - 499,999
*%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

----------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------5m +
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

797155761971002547210217249978199928422015010310-49
66%65%52%55%64%61%100%64%60%64%61%64%65%56%58%64%

aaccda

4188570161566349-5714775705275684441611057350+
34%35%48%45%36%39%-%36%40%36%39%36%35%44%42%36%

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

Ofcom; Business Postal Tracker
Table 10  (continuation)                                                                                                                                                                         Page 82

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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

*130560141514727964025946060534757190 - 24
6%35%48%36%41%46%74%43%51%42%47%33%37%45%

aaaab

37821887251891529786226262212831225 - 49
40%21%19%22%20%18%14%20%17%21%20%20%14%19%

a

*641785621165723274165185133623950 - 99
6%17%15%14%17%16%7%15%15%15%14%12%18%15%

b

-5614767171315212571611581741218100 - 249
-%15%12%17%14%13%5%14%11%15%12%16%20%14%

bbc

2354929653*78205846131978250 - 499
29%9%4%7%5%5%*%5%4%5%4%12%9%5%

bbcc

191612318*28524204429500 - 4,999
16%2%1%3%2%2%*%2%1%2%2%4%2%2%

b

*472-9-99*52295,000 - 49,999
2%1%1%1%-%1%-%1%2%*%*%2%1%1%

a

-*-**--*****-*50,000 - 499,999
-%*%-%*%*%-%-%*%*%*%*%*%-%*%

a

--------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

420877822875662949373446868675510310310-49
46%55%66%58%61%64%88%63%68%63%68%53%50%64%

aaab

416839716747376135601654094144910357350+
54%45%34%42%39%36%12%37%32%37%32%47%50%36%

bbcc
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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

2312061371467190 - 24
58%50%34%37%45%

abcab

57641048631225 - 49
14%16%26%22%19%

cdcd

4761597223950 - 99
12%15%15%18%15%

d

39626750218100 - 249
10%15%17%13%14%

dd

2213241978250 - 499
5%3%6%5%5%

35101129500 - 4,999
1%1%3%3%2%

dd

*-2795,000 - 49,999
*%-%*%2%1%

cd

*--**50,000 - 499,999
*%-%-%*%*%

-----500,000 - 4,999,999
-%-%-%-%-%

-----5m +
-%-%-%-%-%

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

28827024123210310-49
72%66%60%59%64%

aba

11114016216057350+
28%34%40%41%36%

dcd

Columns Tested: 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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

1212566878761771612401071061021598514130 - 24
88%88%91%90%86%85%85%86%92%91%91%90%90%88%

652355141610*44747525 - 49
5%3%3%6%6%7%9%4%*%4%4%4%4%5%

eeeeeklee

383126569512144350 - 99
3%5%1%2%7%2%3%3%4%*%2%1%4%3%

dkbdkdk

38121*64131445243100 - 249
3%2%3%1%*%3%2%5%*%4%3%3%2%3%

e

16111-7*21*-5-18250 - 499
1%1%1%1%-%3%*%1%1%*%-%3%-%1%

91**1*2221*--10500 - 4,999
1%1%1%*%1%*%1%1%1%1%*%-%-%1%

2------2-----25,000 - 49,999
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

--------------50,000 - 499,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m+
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1687691232283891110171019125+
12%12%9%10%14%15%15%14%8%9%9%10%10%12%

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
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

2361242108749136541110034554630136814130 - 24
24%58%83%98%82%88%89%88%70%65%54%65%76%89%88%

dcdbcdbddbcdef

12113318669175881114677525 - 49
13%11%11%2%10%4%4%5%12%16%10%13%11%4%5%

aaaaaaaa

15157634163741112394350 - 99
16%14%2%1%4%3%1%3%6%8%14%9%4%3%3%

abababaaaba

26124114216274*1*23943100 - 249
27%12%1%*%2%3%3%2%6%1%13%5%5%3%3%

abcabaaaea

845111771121**11618250 - 499
8%4%2%*%2%1%1%1%3%8%2%1%3%1%1%

abaaaaa

10**-*10552**1*810500 - 4,999
10%*%*%-%*%1%1%*%3%2%6%7%1%1%1%

abcaaabab

2----22------225,000 - 49,999
2%-%-%-%-%*%*%-%-%-%-%-%-%*%*%

aba

---------------50,000 - 499,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m+
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

724449261118053138193331017219125+
76%42%17%2%18%12%11%12%30%35%46%35%24%11%12%

abcabaaaaabfaa
Columns Tested: a,b,c,d,e,f - a,b - 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
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

13513970204----14133194616520828269114130 - 24
62%78%57%75%-%-%-%-%100%34%66%58%76%87%90%96%88%

bbbcdeedefdefbcdef

23131621---75-2211191217127525 - 49
11%7%13%8%-%-%-%100%-%18%6%14%9%5%5%2%5%

acdeaabcaaa

2381417--43--227994104350 - 99
10%4%11%6%-%-%100%-%-%23%6%9%4%4%1%1%3%

aabdeabababa

20121220-43---*451596343100 - 249
9%6%9%7%-%100%-%-%-%2%12%6%7%4%2%*%3%

abceabcababaa

1047618-----165*3318250 - 499
4%2%6%2%60%-%-%-%-%-%4%8%2%*%1%*%1%

abcdacabcdac

644510----*244*--10500 - 4,999
3%2%3%2%34%-%-%-%-%3%7%5%2%*%-%-%1%

abcdabcdabcab

----2----2------25,000 - 49,999
-%-%-%-%6%-%-%-%-%18%-%-%-%-%-%-%*%

ab

-----------------50,000 - 499,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------5m+
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

8140526930434375-610335331302819125+
38%22%43%25%100%100%100%100%-%66%34%42%24%13%10%4%12%

aaaaaaabcabcdabcaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

9261062158130452311092965521324762130338824676714130 - 24
86%89%68%88%78%87%78%76%88%84%88%78%87%95%88%

baccbdebdedebdecbc

55472366556728687056703920167525 - 49
5%4%10%4%8%5%7%9%5%6%5%8%7%2%5%

bbacabcfaa

3130203832311943403138237124350 - 99
3%3%8%3%5%2%5%6%3%3%3%5%2%1%3%

abbacfabcfa

38351843343921414333412571243100 - 249
4%3%8%3%5%3%6%6%3%4%3%5%2%1%3%

bbacfabcfa

1489171413715161115132318250 - 499
1%1%4%1%2%1%2%2%1%1%1%3%1%*%1%

ba

10105101088101010108*210500 - 4,999
1%1%2%1%1%1%2%1%1%1%1%2%*%*%1%

bacfa

222222-22222--25,000 - 49,999
*%*%1%*%*%*%-%*%*%*%*%*%-%-%*%

b

---------------50,000 - 499,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m+
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1501317617614615984178180143175109364519125+
14%11%32%12%22%13%22%24%12%16%12%22%13%5%12%

aabbabcfabcfacfaba
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

109622590284138177421402103413801172137311513121714130 - 24
90%94%62%79%88%86%100%88%86%88%87%88%89%86%83%88%

aacca

52715227550-7566746974552177525 - 49
4%3%10%6%5%6%-%5%5%5%5%5%4%6%7%5%

bc

3147134126-433841394134-54350 - 99
3%2%5%4%3%3%-%3%3%3%3%3%3%-%2%3%

27115184224-43364239422821143100 - 249
2%*%10%5%3%3%-%3%3%3%3%3%2%5%4%3%

bcab

4*13121814-181518151813-418250 - 499
*%*%9%3%1%2%-%1%1%1%1%1%1%-%2%1%

bcab

4255106-101010101051510500 - 4,999
*%1%3%2%1%1%-%1%1%1%1%1%*%4%2%1%

bccc

--2222-22222--225,000 - 49,999
-%-%1%1%*%*%-%*%*%*%*%*%-%-%1%*%

cc

----------------50,000 - 499,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------5m+
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

119145674187122-19116718717418713654419125+
10%6%38%21%12%14%-%12%14%12%13%12%11%14%17%12%

bcabc
Columns Tested: 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
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

62681070316107925104130944796611936414514130 - 24
72%71%91%80%88%89%97%87%88%88%93%61%70%88%

aaab

*32462885037227484415167525 - 49
6%9%4%7%7%5%3%5%5%4%3%14%8%5%

bcc

1282514221-431330154234350 - 99
16%8%2%3%2%2%-%3%3%3%1%4%11%3%

bc

-292120425-4313302281243100 - 249
-%8%2%5%3%2%-%3%3%3%2%8%6%3%

bcc

*10512*9-18612410418250 - 499
2%3%*%3%*%1%-%1%1%1%*%9%2%1%

bacc

*855*6-101913610500 - 4,999
4%2%*%1%*%1%-%1%*%1%*%3%3%1%

bcc

--2--2-22-2--25,000 - 49,999
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

a

--------------50,000 - 499,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------500,000 - 4,999,999
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m+
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

2108104791511331886212988406119125+
28%29%9%20%12%11%3%13%12%12%7%39%30%12%

bbcc
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
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

35737334733614130 - 24
90%91%86%86%88%

ab

181220267525 - 49
4%3%5%7%5%

c

111011124350 - 99
3%2%3%3%3%

911121043100 - 249
2%3%3%2%3%

129618250 - 499
*%*%2%1%1%

cd

332210500 - 4,999
1%1%1%1%1%

--2-25,000 - 49,999
-%-%*%-%*%

-----50,000 - 499,999
-%-%-%-%-%

-----500,000 - 4,999,999
-%-%-%-%-%

-----5m+
-%-%-%-%-%

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

4237565619125+
10%9%14%14%12%

cc
Columns Tested: 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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

112351617070174149232819692153751305Royal Mail
81%80%81%81%80%83%79%84%70%82%82%87%79%81%

eeeeeee

4551220242669591024031406126511TNT
33%19%26%28%29%33%31%37%35%27%36%35%28%32%

llllkllll

4041412202446481052933424829450DHL
29%22%16%23%27%22%26%38%25%28%38%27%31%28%

jklkkeghjklmkhjklkk

39431621255245823339445122434UPS
29%5%21%24%28%25%24%30%29%34%39%29%23%27%

kllllllllklaghjklll

28981919204237571929333319335Parcelforce
21%13%25%22%22%20%20%21%17%25%29%19%20%21%

llllel

197761112202656221292713221FedEx
14%11%7%13%14%10%14%20%19%10%8%15%13%14%

kcdhklmchkk

1612671028243971351422176City Link Post
12%3%9%8%11%13%13%14%6%11%5%8%23%11%

llllllcejllbcdejkl

m

116143101111358352211124UK Mail
8%2%5%4%11%5%6%13%7%3%5%12%11%8%

djldjldghjkldjkldjl

Interlink / Interlink
72*4111111224845578Express / Direct
5%*%6%1%1%5%6%8%4%7%3%3%6%5%

jljljljlijlljllll

50974*6413111-9571Yodel
4%15%10%4%*%3%2%5%9%1%-%5%6%4%

cdfghijmbcdfghijcdgimcici

m

58315494157554667DPD
4%4%1%6%4%4%2%5%6%4%5%2%6%4%

kkkkkkk

36132164133124242Hermes
3%2%4%2%1%3%2%5%2%1%2%2%2%3%

222212242-542227DX
2%3%2%1%2%1%2%1%-%4%3%1%2%2%

ef

18-11*2-64-22220Tuffnels
1%-%1%1%*%1%-%2%4%-%2%1%2%1%

dgl

18--2-7-411*5-19APC
1%-%-%2%-%3%-%1%1%1%*%3%-%1%

klgklkl

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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

151**144*312--17Business Post
1%2%1%1%1%2%2%*%2%1%2%-%-%1%

f

15---32221-2*415Freight - Better / Night
1%-%-%-%3%1%1%1%1%-%2%*%4%1%

jkldjkl

9*1-12-2---4-11Parcels to go
1%1%1%-%1%1%-%1%-%-%-%2%-%1%

j

9*-1---2-44--10Local Courier
1%*%-%1%-%-%-%1%-%3%3%-%-%1%

ghklmgklm

7----222-1---7Parcel Line
1%-%-%-%-%1%1%1%-%1%-%-%-%*%

33-----2-1---6Fastway Couriers
*%5%-%-%-%-%-%1%-%1%-%-%-%*%

bcefghij

km

5-**-----12-26Lynx
*%-%1%1%-%-%-%-%-%1%2%-%2%*%

f

4-*--2---1-*-4Haynes
*%-%1%-%-%1%-%-%-%1%-%*%-%*%

2-1---2------3Priority Express
*%-%1%-%-%-%1%-%-%-%-%-%-%*%

2*----*2*----2Pitney Bowes
*%*%-%-%-%-%*%1%*%-%-%-%-%*%

---2---------2AJG Parcels
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

fklm

2-----------22One Post
*%-%-%-%-%-%-%-%-%-%-%-%2%*%

fjm

2------2-----2Wey Group International
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

2-*-----1--*-2UK / British Mail
*%-%*%-%-%-%-%-%1%-%-%*%-%*%

m

1-----*-1----1Global Mailing
*%-%-%-%-%-%*%-%1%-%-%-%-%*%

m

---1---------1Legal Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m
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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

---1---------1Eagle Couriers
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

---1---------1First Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

-1-----------1Fast Track
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

m

1------***---1Neo Post
*%-%-%-%-%-%-%*%*%*%-%-%-%*%

---*---------*ENC
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Euro
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6-*1-2*2----27None
*%-%1%1%-%1%*%1%-%-%-%-%2%*%

931*-6--3-*--14Don't know
1%5%1%1%-%3%-%-%2%-%*%-%-%1%

bdfgijmfgmf

18799819302226231492816213Other answers
14%14%12%9%21%15%12%9%20%12%8%16%17%13%

cfjkcfj

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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

7793223912491256380925527583212531305Royal Mail
81%89%77%82%83%81%82%81%81%81%75%80%82%81%81%

bb

6142107301184931423692423414487511TNT
64%40%37%27%30%32%31%32%37%28%43%41%37%32%32%

abcaa

304382295224271033462132313428450DHL
31%41%28%27%37%28%22%30%33%37%29%30%34%28%28%

ababa

37417927723411983361832212416434UPS
39%39%27%25%39%27%21%29%29%30%30%20%30%27%27%

ababab

2626632211532090245131219322335Parcelforce
27%25%22%20%25%21%19%21%20%16%31%9%22%21%21%

accc

182041141421754167121128209221FedEx
19%19%14%13%7%14%12%15%19%16%18%17%21%14%14%

aabaa

29192410531736011671115169176City Link Post
30%18%8%9%5%11%13%10%11%8%12%7%12%11%11%

abcabb

1813227131213985411*2120124UK Mail
19%13%7%6%5%8%8%7%6%9%16%5%5%8%8%

abaabf

Interlink / Interlink
1314123917727503***27478Express / Direct
14%13%4%4%1%5%6%4%5%4%7%3%5%5%5%

abab

37115017031403*1*26771Yodel
4%6%4%4%1%5%7%4%5%1%10%1%6%4%4%

ac

7812402651947411*26367DPD
7%8%4%4%4%4%4%4%6%6%9%3%6%4%4%

aa

7292324016261--**4142Hermes
8%2%3%2%3%3%3%2%1%-%-%3%1%3%3%

abcf

331110*268193**122427DX
3%3%4%1%1%2%2%2%5%4%4%8%4%2%2%

aaaaaa

624812031811-*11920Tuffnels
6%2%1%1%1%1%1%2%2%6%-%1%1%1%1%

abab

3656-191182*--21719APC
3%6%2%*%-%1%*%2%3%5%-%-%4%1%1%

aababaaa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

4*112*17414**--*1717Business Post
4%*%*%1%*%1%1%1%1%4%-%-%*%1%1%

abcbf

2364-15610*-*--1515Freight - Better / Night
3%3%2%*%-%1%1%1%1%-%5%-%-%1%1%

aaaabf

*4*6-1129-----1111Parcels to go
1%4%*%*%-%1%*%1%-%-%-%-%-%1%1%

abd

-217*1028**---1010Local Courier
-%2%*%1%*%1%*%1%*%1%-%-%-%1%1%

21-4-725-----77Parcel Line
2%1%-%*%-%*%*%*%-%-%-%-%-%*%*%

ab

21-3-642*-*-*66Fastway Couriers
3%1%-%*%-%*%1%*%1%-%2%-%1%*%*%

ab

---6-6-6-----66Lynx
-%-%-%1%-%*%-%1%-%-%-%-%-%*%*%

*2-2*413*---*44Haynes
*%2%-%*%1%*%*%*%1%-%-%-%1%*%*%

ab

-*2*-3-3*--**23Priority Express
-%*%1%*%-%*%-%*%*%-%-%1%*%*%*%

a

*-2**2*21--*122Pitney Bowes
*%-%1%*%*%*%*%*%1%-%-%1%1%*%*%

aaaa

---2*22*-----22AJG Parcels
-%-%-%*%1%*%*%*%-%-%-%-%-%*%*%

2----22------22One Post
2%-%-%-%-%*%*%-%-%-%-%-%-%*%*%

aba

--2--2-2-----22Wey Group International
-%-%1%-%-%*%-%*%-%-%-%-%-%*%*%

a

--1**1*2**---12UK / British Mail
-%-%*%*%1%*%*%*%1%5%-%-%-%*%*%

aabf

*--1-1-1*---*11Global Mailing
*%-%-%*%-%*%-%*%*%-%-%-%*%*%*%

**-1*1*1*-*-*11Legal Post
*%*%-%*%1%*%*%*%*%-%2%-%*%*%*%

aa

-1*-*1-1*---*11Eagle Couriers

Ofcom; Business Postal Tracker
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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,e,f - a,b - a,b - a,b,c,d
Produced by OLR
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

*--*-1-1*---**1First Post
*%-%-%*%-%*%-%*%*%-%-%-%*%*%*%

--**-11-*---**1Fast Track
-%-%*%*%-%*%*%-%*%-%-%-%*%*%*%

**-*****1---1-1Neo Post
*%*%-%*%*%*%*%*%1%-%-%-%1%-%*%

aa

--*--*-*-----**ENC
-%-%*%-%-%*%-%*%-%-%-%-%-%*%*%

---*-*-*-----**Euro
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---7*734*---*77None
-%-%-%1%*%*%1%*%*%-%-%-%*%*%*%

*-31111358***--1314Don't know
*%-%1%1%1%1%1%1%*%2%2%-%-%1%1%

b

18173714172065915371114206213Other answers
18%16%13%13%12%13%13%13%11%9%9%13%11%13%13%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

17614890234283234581153824671771952545801305Royal Mail
81%82%73%85%93%75%79%77%82%77%84%86%81%82%82%81%81%

bbd

11783551442026192941761326908090206511TNT
54%46%45%53%66%61%44%39%30%60%45%34%41%33%29%29%32%

abcabaabab

805946937923203922622596286212450DHL
37%33%38%34%22%20%53%26%28%20%21%28%27%26%28%30%28%

abde

90735510913161620369*1421635282201434UPS
42%41%45%40%44%37%38%27%26%3%48%26%29%22%26%28%27%

aabcde

4859228561210122952816455267145335Parcelforce
22%33%18%31%20%29%23%16%21%17%27%21%21%22%21%20%21%

bb

524131619101111181-51137325086221FedEx
24%23%26%22%29%23%24%15%13%-%16%15%17%13%16%12%14%

aaa

5824295310111416126431524323662176City Link Post
27%13%24%19%34%25%31%21%9%42%11%20%11%13%12%9%11%

aaaaaabda

4815293411104792221216192548124UK Mail
22%8%23%12%37%23%9%10%7%25%8%15%7%8%8%7%8%

aaabcababcd

Interlink / Interlink
311816336678502*7128212678Express / Direct
14%10%13%12%22%15%17%10%4%22%1%9%6%3%7%4%5%

aaaaacfa

15111015143*62*2311993771Yodel
7%6%8%6%2%10%8%1%4%3%7%3%5%4%3%5%4%

abb

181582534*356-36811172267DPD
8%9%6%9%9%10%1%5%4%-%9%8%4%5%5%3%4%

acaa

1213101545*527-228362142Hermes
6%7%8%6%12%13%1%7%2%-%8%3%4%1%2%3%3%

acacaabc

610610*13122*36581427DX
3%6%5%4%2%2%6%1%2%2%10%7%2%3%*%*%2%

ababcdabdaab

855722-115--6225520Tuffnels
4%3%4%3%7%4%-%1%1%-%-%8%1%1%2%1%1%

aaabcdf

7439*22*15-*4564119APC
3%2%2%3%1%5%5%*%1%-%1%5%2%3%1%*%1%

abababaaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

6143-23*12-12212817Business Post
3%1%3%1%-%5%7%*%1%-%5%2%1%1%1%1%1%

abababcd

6565-26-7-*1135415Freight - Better / Night
3%3%5%2%-%5%14%-%1%-%1%2%1%1%2%*%1%

ababe

1212-*--10---5--611Parcels to go
*%1%1%1%-%1%-%-%1%-%-%-%2%-%-%1%1%

bc

1313---19--1*32510Local Courier
1%2%1%1%-%-%-%2%1%-%-%2%*%1%1%1%1%

--------7---21-47Parcel Line
-%-%-%-%-%-%-%-%*%-%-%-%1%1%-%*%*%

22222--*4-*2111*6Fastway Couriers
1%1%1%1%8%-%-%*%*%-%1%2%1%1%*%*%*%

abcda

-----*--5---*1*46Lynx
-%-%-%-%-%1%-%-%*%-%-%-%*%1%*%*%*%

13-4*1-2*--1--214Haynes
*%2%-%2%1%3%-%3%*%-%-%1%-%-%1%*%*%

aaa

2121---21---**2-3Priority Express
1%*%1%*%-%-%-%2%*%-%-%-%*%*%1%-%*%

aa

--------2-**2**-2Pitney Bowes
-%-%-%-%-%-%-%-%*%-%1%*%1%*%*%-%*%

aa

--------2-----*22AJG Parcels
-%-%-%-%-%-%-%-%*%-%-%-%-%-%*%*%*%

-2-2--2--2------2One Post
-%1%-%1%-%-%4%-%-%18%-%-%-%-%-%-%*%

ab

2-2-----2----2--2Wey Group International
1%-%1%-%-%-%-%-%*%-%-%-%-%1%-%-%*%

aa

1*1*--1-*--1--**2UK / British Mail
1%*%1%*%-%-%3%-%*%-%-%2%-%-%*%*%*%

aad

-1-1*---1-*-1---1Global Mailing
-%1%-%1%*%-%-%-%*%-%*%-%1%-%-%-%*%

1*1*-*--1***---*1Legal Post
*%*%1%*%-%*%-%-%*%1%*%1%-%-%-%*%*%

-*-*--***-**-*--1Eagle Couriers
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QV3. Thinking about mail services, which providers can you think of?
Base: All respondents

*%         -%         -%         *%      -%      1%        *%     -%         *%         *%         1%      -%         -%         *%          -%         *%          -%
a

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

1-1--*--*-**----1First Post
*%-%*%-%-%*%-%-%*%-%*%1%-%-%-%-%*%

--------1-----1-1Fast Track
-%-%-%-%-%-%-%-%*%-%-%-%-%-%*%-%*%

--------1-***---1Neo Post
-%-%-%-%-%-%-%-%*%-%1%*%*%-%-%-%*%

a

-*-*---*-----*--*ENC
-%*%-%*%-%-%-%1%-%-%-%-%-%*%-%-%*%

a

-------*----*---*Euro
-%-%-%-%-%-%-%1%-%-%-%-%*%-%-%-%*%

a

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------7------77None
-%-%-%-%-%-%-%-%1%-%-%-%-%-%-%1%*%

----*--211*-**3*914Don't know
-%-%-%-%*%-%-%3%1%1%-%1%*%1%*%1%1%

a

4437265585323173*6640295082213Other answers
20%21%21%20%27%12%8%31%12%3%19%7%19%12%16%11%13%

acacdaeaeae

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV3. Thinking about mail services, which providers can you think of?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

904100219612135361032311582122676512064122236631305Royal Mail
84%84%84%82%80%81%82%80%82%85%82%83%79%82%81%

df

35937910147025941212828548029547117081258511TNT
33%32%43%32%39%32%34%39%32%33%32%34%29%32%32%

bbabcf

299332834132083508422542026340711889239450DHL
28%28%36%28%31%28%22%31%28%29%28%24%32%30%28%

beeeeecc

288341904042183379823341224540313978215434UPS
27%29%38%27%33%27%26%32%27%27%27%28%28%27%27%

bbabcef

22524458313162258831923081913039765173335Parcelforce
21%20%25%21%24%20%22%26%21%21%20%19%23%21%21%

abcf

1431716020511418253121207125204803998221FedEx
13%14%25%14%17%14%14%17%14%14%14%16%14%12%14%

aba

138113271639313748111166100164563089176City Link Post
13%9%12%11%14%11%13%15%11%11%11%11%11%11%11%

aabcf

8887171145897417211864118392162124UK Mail
8%7%7%8%9%8%11%10%8%7%8%8%8%8%8%

bfb

Interlink / Interlink
644511763965205773417325133978Express / Direct
6%4%5%5%6%5%5%8%5%5%5%5%5%5%5%

aabcf

484413663756173167346517163871Yodel
4%4%6%4%5%4%4%4%4%4%4%3%6%5%4%

44518613249113861326121133367DPD
4%4%3%4%5%4%3%5%4%4%4%4%5%4%4%

e

3130737263211293822372061742Hermes
3%3%3%3%4%3%3%4%3%2%3%4%2%2%3%

a

212342613211012272426183627DX
2%2%2%2%2%2%3%2%2%3%2%4%1%1%2%

ab

15112171417817171017641020Tuffnels
1%1%1%1%2%1%2%2%1%1%1%1%2%1%1%

abc

14135191519141819121974819APC
1%1%2%1%2%2%4%2%1%1%1%1%1%1%1%

abcfac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV3. Thinking about mail services, which providers can you think of?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

914216815291612144*1217Business Post
1%1%1%1%1%1%1%1%1%1%1%1%*%1%1%

b

1412415141421215141574415Freight - Better / Night
1%1%2%1%2%1%*%2%1%2%1%1%1%*%1%

781910641098922611Parcels to go
1%1%1%1%1%*%1%1%1%1%1%*%1%1%1%

f

983981047969*4710Local Courier
1%1%1%1%1%1%1%1%1%1%1%*%1%1%1%

cc

551735237371247Parcel Line
*%*%1%*%1%*%1%*%*%*%*%*%1%*%*%

531546346464116Fastway Couriers
*%*%*%*%1%*%1%1%*%*%*%1%*%*%*%

a

462624-*626*-56Lynx
*%*%1%*%*%*%-%*%*%*%*%*%-%1%*%

44-4432444422-4Haynes
*%*%-%*%1%*%1%1%*%*%*%*%1%-%*%

a

321313133232-*3Priority Express
*%*%*%*%*%*%*%*%*%*%*%*%-%*%*%

***212122222**2Pitney Bowes
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

11-212*12121-12AJG Parcels
*%*%-%*%*%*%*%*%*%*%*%*%-%*%*%

2--2-2-22222--2One Post
*%-%-%*%-%*%-%*%*%*%*%*%-%-%*%

22-222-22222--2Wey Group International
*%*%-%*%*%*%-%*%*%*%*%*%-%-%*%

****2211212-1*2UK / British Mail
*%*%*%*%*%*%*%*%*%*%*%-%*%*%*%

1111*1**1*1*-11Global Mailing
*%*%1%*%*%*%*%*%*%*%*%*%-%*%*%

*1*1*11*111*1*1Legal Post
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

11-111111111*-1Eagle Couriers
*%*%-%*%*%*%*%*%*%*%*%*%*%-%*%

*1-1*1**111**-1First Post
*%*%-%*%*%*%*%*%*%*%*%*%*%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

11*11**-111**-1Fast Track
*%*%*%*%*%*%*%-%*%*%*%*%*%-%*%

**-1*1**111*-*1Neo Post
*%*%-%*%*%*%*%*%*%*%*%*%-%*%*%

**-*********--*ENC
*%*%-%*%*%*%*%*%*%*%*%*%-%-%*%

-*-*----*-*--**Euro
-%*%-%*%-%-%-%-%*%-%*%-%-%*%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*6-6*4--6-6*-77None
*%1%-%*%*%*%-%-%*%-%*%*%-%1%*%

bbbc

991133103*1351251814Don't know
1%1%*%1%*%1%1%*%1%1%1%1%*%1%1%

dddd

15315838206105174561082041292037238100213Other answers
14%13%16%14%16%14%15%15%14%14%14%14%14%12%13%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

9981881162771281727-12989711277109912701063312091305Royal Mail
82%79%80%78%82%81%-%81%81%81%82%81%83%85%80%81%

3619058160502324-5094075024565004071481511TNT
30%38%39%45%32%36%-%32%34%32%34%32%32%39%31%32%

ccabb

330704613244028524443564403964393731159450DHL
27%29%32%37%28%32%100%28%30%28%29%28%29%30%23%28%

bba

3275649133429283-4323624283754243541760434UPS
27%23%34%37%27%32%-%27%30%27%28%27%28%49%23%27%

babbac

245543683326219-334269326296325255660335Parcelforce
20%23%24%23%21%24%-%21%22%21%22%21%20%17%23%21%

b

164272976217153-221185217189215175741221FedEx
14%11%20%21%14%17%-%14%15%14%14%14%14%19%16%14%

bcbb

130202644174119-176153176172173135635176City Link Post
11%9%18%12%11%13%-%11%13%11%13%11%10%17%13%11%

bc

8214282912276-12411012211112296719124UK Mail
7%6%19%8%8%9%-%8%9%8%8%8%7%19%7%8%

bcac

Interlink / Interlink
59514217649-78647668766121278Express / Direct
5%2%10%6%5%6%-%5%5%5%5%5%5%5%4%5%

bc

5299196743-705268616654*1271Yodel
4%4%6%5%4%5%-%4%4%4%4%4%4%1%5%4%

49710176539-67566750675221367DPD
4%3%7%5%4%4%-%4%5%4%4%4%4%7%5%4%

3228124131-42334138413111142Hermes
3%1%5%3%3%3%-%3%3%3%3%3%2%4%4%3%

b

213342710-2717272727182427DX
2%1%2%1%2%1%-%2%1%2%2%2%1%6%2%2%

c

161472014-201820202018-220Tuffnels
1%*%3%2%1%2%-%1%1%1%2%1%1%-%1%1%

b

171271913-191619191918-*19APC
1%*%2%2%1%1%-%1%1%1%1%1%1%-%*%1%

14124169-171416161613-217Business Post
1%*%1%1%1%1%-%1%1%1%1%1%1%-%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

105*21515-151515141511-315Freight - Better / Night
1%2%*%1%1%2%-%1%1%1%1%1%1%-%1%1%

c

8*34118-11911111182311Parcels to go
1%*%2%1%1%1%-%1%1%1%1%1%1%5%1%1%

c

73-31010-10109999-210Local Courier
1%1%-%1%1%1%-%1%1%1%1%1%1%-%1%1%

6-1373-737777--7Parcel Line
*%-%1%1%*%*%-%*%*%*%1%*%1%-%-%*%

312163-666664-26Fastway Couriers
*%*%2%*%*%*%-%*%1%*%*%*%*%-%1%*%

c

5*-363-646665-*6Lynx
*%*%-%1%*%*%-%*%*%*%*%*%*%-%*%*%

4*-244-444442-34Haynes
*%*%-%1%*%*%-%*%*%*%*%*%*%-%1%*%

c

2**13*-333332-*3Priority Express
*%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

2*-121-21222*-*2Pitney Bowes
*%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%

2*-122-222222-*2AJG Parcels
*%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%

--2----222222--2One Post
-%-%1%-%-%-%-%*%*%*%*%*%*%-%-%*%

c

--2222-222222--2Wey Group International
-%-%1%1%*%*%-%*%*%*%*%*%*%-%-%*%

c

2--*2*-212122--2UK / British Mail
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

*1-111-11111*111Global Mailing
*%1%-%*%*%*%-%*%*%*%*%*%*%4%*%*%

ccc

1*-111-11111*-11Legal Post
*%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%

1*--11-11111***1Eagle Couriers
*%*%-%-%*%*%-%*%*%*%*%*%*%*%*%*%

-**111-1*111*-*1First Post
-%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

1--*11-111111--1Fast Track
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

1---1*-1*111*--1Neo Post
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

*---**-***-**--*ENC
*%-%-%-%*%*%-%*%*%*%-%*%*%-%-%*%

*---*--*-*-**--*Euro
*%-%-%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

52-272-747677--7None
*%1%-%1%*%*%-%*%*%*%*%*%1%-%-%*%

11*3*111-1491191113*-14Don't know
1%*%2%*%1%*%-%1%1%1%1%1%1%1%-%1%

a

164272152211139-213178210185210157248213Other answers
14%11%14%14%13%15%-%13%15%13%14%13%12%5%19%13%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

32969793131028637212334248811055821561305Royal Mail
35%79%83%79%83%83%67%82%83%80%82%79%76%81%

ba

118536613447318244871493623645292511TNT
11%49%31%34%39%31%22%33%29%33%28%51%45%32%

bcc

312531612428294254251343163403469450DHL
40%33%27%31%23%28%23%28%26%29%27%33%34%28%

c

814029413140282174171442902984784434UPS
96%37%25%33%32%27%15%28%28%26%23%45%41%27%

bbcc

2102243773221513321992352572751335Parcelforce
30%27%21%20%26%21%13%21%20%21%20%26%25%21%

b

28714573111478213791421482744221FedEx
22%23%12%19%9%14%8%14%16%13%12%26%21%14%

bcc

27512053141127170651111072939176City Link Post
30%20%10%13%11%11%6%11%13%10%8%28%19%11%

cc

160883248151193292821328124UK Mail
8%16%8%8%4%8%4%8%6%8%6%12%13%8%

cc

Interlink / Interlink
-485519354*77225640152278Express / Direct
-%13%5%5%2%5%*%5%4%5%3%14%11%5%

bcc

*24501734836828424771671Yodel
2%6%4%4%2%5%3%5%6%4%4%7%8%4%

c

-314719645264184840101667DPD
-%8%4%5%5%4%2%4%4%4%3%10%8%4%

cc

-212913232-4214282091242Hermes
-%6%2%3%1%3%-%3%3%3%2%9%6%3%

cc

117196116125719211427DX
16%4%2%1%1%2%1%2%1%2%2%1%2%2%

-12164218*20713122720Tuffnels
-%3%1%1%1%2%*%1%1%1%1%2%3%1%

c

-12145212*1941594619APC
-%3%1%1%1%1%*%1%1%1%1%4%3%1%

cc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

-6133-8-1771012-517Business Post
-%2%1%1%-%1%-%1%1%1%1%-%3%1%

c

2810426-15214241015Freight - Better / Night
22%2%1%1%1%1%-%1%*%1%*%3%5%1%

cc

-383-6-113864111Parcels to go
-%1%1%1%-%1%-%1%1%1%*%4%*%1%

ac

237422-10288-210Local Courier
22%1%1%1%1%*%-%1%*%1%1%-%1%1%

a

--7-14-7256-17Parcel Line
-%-%1%-%1%*%-%*%*%*%*%-%1%*%

-45124*6244-26Fastway Couriers
-%1%*%*%1%*%*%*%*%*%*%-%1%*%

--6-1315155-16Lynx
-%-%*%-%1%*%1%*%*%*%*%-%1%*%

-231*4-4133*14Haynes
-%*%*%*%*%*%-%*%*%*%*%*%1%*%

-2212*-32*2-*3Priority Express
-%1%*%*%1%*%-%*%*%*%*%-%*%*%

aa

-2**-*-22*2*-2Pitney Bowes
-%1%*%*%-%*%-%*%*%*%*%*%-%*%

--2--2-2112--2AJG Parcels
-%-%*%-%-%*%-%*%*%*%*%-%-%*%

-22--2-22---22One Post
-%*%*%-%-%*%-%*%*%-%-%-%1%*%

ac

-2-2-2-2-2--22Wey Group International
-%*%-%*%-%*%-%*%-%*%-%-%1%*%

bc

-2*11*-2-22--2UK / British Mail
-%*%*%*%1%*%-%*%-%*%*%-%-%*%

a

-11--1-1-11--1Global Mailing
-%*%*%-%-%*%-%*%-%*%*%-%-%*%

-11***-11*-*11Legal Post
-%*%*%*%*%*%-%*%*%*%-%*%1%*%

c

-*1--1-1*11*-1Eagle Couriers
-%*%*%-%-%*%-%*%*%*%*%*%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

-1**1--1**--11First Post
-%*%*%*%*%-%-%*%*%*%-%-%*%*%

a

--**-*-1-11--1Fast Track
-%-%*%*%-%*%-%*%-%*%*%-%-%*%

-*****-1-1*-*1Neo Post
-%*%*%*%*%*%-%*%-%*%*%-%*%*%

*-*----*-*-*-*ENC
6%-%*%-%-%-%-%*%-%*%-%*%-%*%

c

--*--*-**-*--*Euro
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*7-25163552-7None
-%*%1%-%1%*%1%*%1%*%*%2%-%*%

ac

--95464108514--14Don't know
-%-%1%1%4%1%4%1%2%*%1%-%-%1%

aaa

175129782312915198741381531742213Other answers
8%20%11%20%19%12%14%13%15%13%12%17%20%13%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3043223413381305Royal Mail
76%79%85%86%81%

cdcd

102150137121511TNT
26%37%34%31%32%

dd

115120110105450DHL
29%29%27%27%28%

10911311992434UPS
27%28%30%24%27%

821016587335Parcelforce
21%25%16%22%21%

bb

54557240221FedEx
14%13%18%10%14%

a

42375345176City Link Post
10%9%13%11%11%

31353227124UK Mail
8%9%8%7%8%

Interlink / Interlink
1622182378Express / Direct
4%5%4%6%5%

2320161271Yodel
6%5%4%3%4%

a

241719767DPD
6%4%5%2%4%

aa

16861142Hermes
4%2%2%3%3%

b

7241427DX
2%*%1%4%2%

bc

359420Tuffnels
1%1%2%1%1%

365619APC
1%2%1%1%1%

1042217Business Post
2%1%*%*%1%

ab

54-615Freight - Better / Night
1%1%-%2%1%

bbb
Columns Tested: a,b,c,d
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

83-*11Parcels to go
2%1%-%*%1%

ab

*-4610Local Courier
*%-%1%1%1%

ccd

16--7Parcel Line
*%1%-%-%*%

ab

31*26Fastway Couriers
1%*%*%*%*%

-2226Lynx
-%*%1%*%*%

--224Haynes
-%-%1%1%*%

**-23Priority Express
*%*%-%*%*%

-2**2Pitney Bowes
-%*%*%*%*%

11--2AJG Parcels
*%*%-%-%*%

---22One Post
-%-%-%*%*%

---22Wey Group International
-%-%-%*%*%

--*22UK / British Mail
-%-%*%*%*%

---11Global Mailing
-%-%-%*%*%

--1*1Legal Post
-%-%*%*%*%

1--*1Eagle Couriers
*%-%-%*%*%

--**1First Post
-%-%*%*%*%

---11Fast Track
-%-%-%*%*%

-*-*1Neo Post
-%*%-%*%*%

---**ENC
-%-%-%*%*%

---**Euro
-%-%-%*%*%

Columns Tested: a,b,c,d
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

MHI (Mail Handling
-----International)
-%-%-%-%-%

52--7None
1%1%-%-%*%

ab

536-14Don't know
1%1%1%-%1%

aa

51437841213Other answers
13%11%19%10%13%

acd

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

135062738487204185274109114110172951570Royal Mail
98%99%97%97%98%98%98%98%94%98%98%97%100%98%

eee

72*144961873514677TNT
5%1%1%4%4%4%3%6%6%3%5%8%6%5%

klklllklklklklkl

4512237574375449Parcelforce
3%2%3%2%3%3%3%3%4%2%6%3%4%3%

j

402*2424144127244DHL
3%4%1%2%4%1%2%5%4%1%2%4%2%3%

kkkk

40-11412133347443UPS
3%-%2%1%5%*%1%5%3%3%3%4%4%3%

lhlhjllllll

37*1139*66342439FedEx
3%1%1%1%4%4%*%2%5%3%3%1%4%2%

gglgjklgg

29-1145*61126431UK Mail
2%-%2%1%4%2%*%2%1%1%2%4%4%2%

gjlglgl

21-1146-44--3-23APC
2%-%1%2%4%3%-%1%4%-%-%2%-%1%

dgklgldgl

Interlink / Interlink
18-3*1*7215**-21Express / Direct
1%-%4%*%1%*%4%1%1%4%*%*%-%1%

fhjlmfhjlmbfhjlm

19-**142411-2420Hermes
1%-%1%1%1%2%1%1%1%1%-%1%4%1%

jl

16-1216-21122-19City Link Post
1%-%1%2%1%3%-%1%1%1%2%1%-%1%

lgl

14112*26--3*2-18DX
1%2%1%2%*%1%3%-%-%3%*%1%-%1%

fff

6*12--22-3---9Local Courier
*%1%1%2%-%-%1%1%-%2%-%-%-%1%

mm

7***--22-12--8Pitney Bowes
*%*%1%1%-%-%1%1%-%1%2%-%-%*%

7----222----27Freight - Better / Night
1%-%-%-%-%1%1%1%-%-%-%-%2%*%

j
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%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

7------7-----7Wey Group International
1%-%-%-%-%-%-%3%-%-%-%-%-%*%

jklm

4-*-*--4*---*4Tuffnels
*%-%*%-%*%-%-%1%*%-%-%-%*%*%

31---1-*---2-4DPD
*%1%-%-%-%*%-%*%-%-%-%1%-%*%

m

3-1-1-------24Parcels to go
*%-%1%-%1%-%-%-%-%-%-%-%2%*%

mmfjm

2-*---2------2Priority Express
*%-%1%-%-%-%1%-%-%-%-%-%-%*%

2-----------22One Post
*%-%-%-%-%-%-%-%-%-%-%-%2%*%

fjm

---1---------1Legal Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

-1-----------1Fastway Couriers
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

m

*-*--------*-1Haynes
*%-%1%-%-%-%-%-%-%-%-%*%-%*%

m

*--*---*-----1Neo Post
*%-%-%1%-%-%-%*%-%-%-%-%-%*%

m

---1---------1First Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

---*---------*ENC
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

---*---------*AJG Parcels
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Eagle Couriers
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

*-----*------*Yodel
*%-%-%-%-%-%*%-%-%-%-%-%-%*%

*-----*------*Global Mailing
*%-%-%-%-%-%*%-%-%-%-%-%-%*%

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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-**---2-----3None
*%-%1%1%-%-%-%1%-%-%-%-%-%*%

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

8435299713114720294Other answers
6%4%6%3%11%4%4%5%10%4%7%11%2%6%

jadgjljadfgjlm

99854586863158142196808780122691178NET: RM Only
72%85%77%79%72%76%75%70%70%75%72%69%73%73%

abcdefgh

im

35291516244743782927295026392NET: RM and other
26%14%20%19%27%22%23%28%25%23%26%28%27%24%

jllljlllljll

NET: Provider other than
23*1214434322-25RM only
2%*%1%2%2%2%2%1%3%2%2%1%-%2%

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

Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

95102281109258151145511156287103815071570Royal Mail
100%97%97%98%98%98%98%98%97%93%100%100%97%98%98%

be

116223847316615**137277TNT
11%6%7%3%7%5%3%5%8%5%6%10%8%5%5%

aaaa

449323469402*1-14749Parcelforce
4%4%3%3%6%3%2%4%3%1%9%-%3%3%3%

abcf

77922341133241*124144DHL
8%6%3%2%5%3%3%3%6%7%2%13%5%3%3%

abaaabf

1291112340113141*123943UPS
12%8%4%1%5%3%2%3%6%12%2%5%6%3%3%

ababaaaa

69915138102931**23539FedEx
7%8%3%1%2%2%2%3%5%7%2%5%6%2%2%

aabaaaa

8697*305261****3031UK Mail
9%5%3%1%1%2%1%2%2%2%2%3%1%2%2%

abaa

24611*234202*-*12223APC
2%4%2%1%1%1%1%2%3%5%-%3%2%1%1%

a

Interlink / Interlink
35310*217142-**12021Express / Direct
3%5%1%1%*%1%2%1%3%-%2%5%3%1%1%

aaba

5-79119714-----2020Hermes
5%-%2%1%2%1%1%1%-%-%-%-%-%1%1%

acaf

44742189111*-**1919City Link Post
4%4%2%*%3%1%2%1%1%3%-%2%*%1%1%

aaab

311043154142**111518DX
3%1%3%*%4%1%1%1%4%1%2%8%4%1%1%

aaaaaa

**45*918***--99Local Courier
1%*%1%*%*%1%*%1%*%1%2%-%-%1%1%

--71*825*---*88Pitney Bowes
-%-%2%*%*%*%*%*%*%-%-%-%*%*%*%

a

224--762-----77Freight - Better / Night
2%2%1%-%-%*%1%*%-%-%-%-%-%*%*%

aaaa

2-2425-7-----77Wey Group International
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QV4. And who does your organisation use for its mail service?
Base: All respondents

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

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

*4*-*4221*-**44Tuffnels
*%4%*%-%*%*%*%*%1%2%-%3%*%*%*%

aabaaa

*121*4142*-*134DPD
*%1%1%*%*%*%*%*%2%1%-%3%3%*%*%

aaa

-**3-422-----44Parcels to go
-%*%*%*%-%*%*%*%-%-%-%-%-%*%*%

--2*-2-2*---*22Priority Express
-%-%1%*%-%*%-%*%*%-%-%-%*%*%*%

a

2----22------22One Post
2%-%-%-%-%*%*%-%-%-%-%-%-%*%*%

aba

**-1*1*1*-*-*11Legal Post
*%*%-%*%1%*%*%*%*%-%2%-%*%*%*%

aa

1*---11-*-*--11Fastway Couriers
1%*%-%-%-%*%*%-%*%-%2%-%-%*%*%

aaa

**--**1-*---**1Haynes
*%*%-%-%1%*%*%-%1%-%-%-%1%*%*%

aaaa

-***-1-1*-*-**1Neo Post
-%*%*%*%-%*%-%*%*%-%2%-%*%*%*%

a

*--*-1-1*---**1First Post
*%-%-%*%-%*%-%*%*%-%-%-%*%*%*%

--*--*-*-----**ENC
-%-%*%-%-%*%-%*%-%-%-%-%-%*%*%

---*-**------**AJG Parcels
-%-%-%*%-%*%*%-%-%-%-%-%-%*%*%

-**-*--**-*-*-*Eagle Couriers
-%*%*%-%*%-%-%*%*%-%2%-%*%-%*%

aaa

-*---*-**---*-*Yodel
-%*%-%-%-%*%-%*%*%-%-%-%*%-%*%

a

*----*-**---*-*Global Mailing
*%-%-%-%-%*%-%*%*%-%-%-%*%-%*%

a

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---3-32*-----33None
-%-%-%*%-%*%*%*%-%-%-%-%-%*%*%

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

1312224748922725-1138894Other answers
14%11%7%4%7%6%5%6%8%-%18%8%9%6%6%

abaaeaefee

3450174920431135361816405552511381178NET: RM Only
36%47%60%83%72%73%78%72%62%59%68%52%64%74%73%

dcdbcdabcef

615210717115377932992332513369392NET: RM and other
64%50%37%15%26%24%20%26%36%34%32%48%33%24%24%

abcababaaba

NET: Provider other than
*2101312432221--12425RM only
*%2%3%1%2%2%1%2%3%7%-%-%3%2%2%

ada
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

2111791172742941397413871028782132343057011570Royal Mail
97%100%95%100%100%95%89%99%98%100%98%100%98%98%98%98%98%

bbccc

41321459566556*310125212577TNT
19%18%11%21%16%14%13%6%4%3%10%13%5%2%7%4%5%

baaaacabcdac

2025936121-45**31683049Parcelforce
9%14%7%13%5%6%2%-%3%3%1%4%1%3%3%4%3%

bbdd

28171826*45828*115962344DHL
13%9%15%10%1%9%11%10%2%1%3%1%2%4%2%3%3%

aaa

23201627185227*3654121343UPS
10%11%13%10%2%18%13%3%2%1%9%8%2%2%4%2%3%

abeabacdacd

271116223551251*251010939FedEx
12%6%13%8%10%12%12%1%2%13%1%3%2%4%3%1%2%

aabababaa

2451514721516**7576531UK Mail
11%3%13%5%23%4%3%6%1%1%2%10%2%3%2%1%2%

aaabcdaaabcdfa

176617225114-*7273523APC
8%4%5%6%5%5%11%1%1%-%1%8%1%3%1%1%1%

aaababcdfa

Interlink / Interlink
911515212413-*2645421Express / Direct
4%6%4%5%7%2%4%5%1%-%1%2%3%2%2%1%1%

aaaa

61341534-310-122231020Hermes
3%7%3%5%12%8%-%4%1%-%5%3%1%1%1%1%1%

bacacaabcd

910812242-11*13412819City Link Post
4%6%6%4%7%9%6%-%1%2%5%4%2%1%1%1%1%

ababababcbc

510510*1*214*32561*18DX
2%6%4%4%2%1%*%3%1%2%9%3%2%3%*%*%1%

abcdeabaab

5454-*--8---42*29Local Courier
2%2%4%1%-%1%-%-%1%-%-%-%2%1%*%*%1%

ab

2121-2-15-214-1-8Pitney Bowes
1%1%1%*%-%4%-%2%*%-%6%2%2%-%*%-%*%

aaabcdaca

4444-4--4---22227Freight - Better / Night
2%2%3%1%-%9%-%-%*%-%-%-%1%1%1%*%*%

abc

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

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

7-44--2-5----4-47Wey Group International
3%-%3%1%-%-%4%-%*%-%-%-%-%2%-%*%*%

aabb

2222*22*---*2*-24Tuffnels
1%1%2%1%1%4%4%*%-%-%-%*%1%*%-%*%*%

aaaa

1313****3-***-124DPD
1%2%*%1%*%*%1%*%*%-%1%1%*%-%*%*%*%

*4*4----4---*--44Parcels to go
*%2%*%1%-%-%-%-%*%-%-%-%*%-%-%*%*%

2121---21---*-2-2Priority Express
1%*%1%*%-%-%-%2%*%-%-%-%*%-%1%-%*%

aa

-2-2--2--2------2One Post
-%1%-%1%-%-%4%-%-%18%-%-%-%-%-%-%*%

ab

1*1*-*--1***---*1Legal Post
*%*%1%*%-%*%-%-%*%1%*%1%-%-%-%*%*%

-1-11-*---*-1---1Fastway Couriers
-%1%-%*%2%-%1%-%-%-%*%-%*%-%-%-%*%

aa

1--1*---*--1----1Haynes
*%-%-%*%1%-%-%-%*%-%-%1%-%-%-%-%*%

aa

-*-*----1--**-*-1Neo Post
-%*%-%*%-%-%-%-%*%-%-%*%*%-%*%-%*%

1-1--*--*-**----1First Post
*%-%*%-%-%*%-%-%*%-%*%1%-%-%-%-%*%

-*-*---*-----*--*ENC
-%*%-%*%-%-%-%1%-%-%-%-%-%*%-%-%*%

a

-**-----*------**AJG Parcels
-%*%*%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

-*-*---**-*--*--*Eagle Couriers
-%*%-%*%-%-%-%*%*%-%*%-%-%*%-%-%*%

-*-*----*--*----*Yodel
-%*%-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

-*-**-----*-----*Global Mailing
-%*%-%*%*%-%-%-%-%-%*%-%-%-%-%-%*%

a

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV4. And who does your organisation use for its mail service?
Base: All respondents
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------3------33None
-%-%-%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

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

543328606751164*431611253694Other answers
25%19%23%22%20%17%12%15%5%4%14%4%7%4%8%5%6%

aaaaace

----7109361116617341521702225781178NET: RM Only
-%-%-%-%23%23%21%48%79%58%57%43%70%71%71%80%73%

cdebcdeefefefbcdef

2111791172742331293827141244626583123392NET: RM and other
97%100%95%100%77%72%68%51%19%42%41%56%28%27%26%17%24%

bbabababaabcdabcdfaaa

NET: Provider other than
6-6-*25118--*4461125RM only
3%-%5%-%*%5%11%1%1%-%-%*%2%2%2%2%2%

aaabe

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV4. And who does your organisation use for its mail service?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

1076119323014556531245375704147889014554922747921570Royal Mail
100%100%98%98%98%98%99%97%98%98%98%99%97%98%98%

ddddd

556321715457185770456827143677TNT
5%5%9%5%8%5%5%8%5%5%5%5%5%4%5%

bbabcef

32341047363611464535439122849Parcelforce
3%3%4%3%5%3%3%6%3%4%3%2%4%4%3%

babcefc

30342839352814353926391482344DHL
3%3%12%3%5%2%4%5%3%3%3%3%3%3%3%

abbabcf

34332438313215354025401691843UPS
3%3%10%3%5%3%4%5%3%3%3%3%3%2%3%

abbabcf

28342037292918353725351861539FedEx
3%3%9%2%4%2%5%5%2%3%2%4%2%2%2%

abbacfabcf

232383025279263118301181131UK Mail
2%2%3%2%4%2%2%4%2%2%2%2%3%1%2%

babc

191742219231722231023761023APC
2%1%2%1%3%2%4%3%2%1%2%1%2%1%1%

babcfabc

Interlink / Interlink
18121211020517211221731121Express / Direct
2%1%1%1%1%2%1%2%1%1%1%1%1%1%1%

1512318141531816914142420Hermes
1%1%1%1%2%1%1%2%1%1%1%3%1%1%1%

abcefa

18156191316131719151974819City Link Post
2%1%3%1%2%1%3%2%1%2%1%1%1%1%1%

abcf

1513217111789181717143*18DX
1%1%1%1%2%1%2%1%1%2%1%3%1%*%1%

aa

673788387674159Local Courier
1%1%1%*%1%1%1%1%*%1%*%1%*%1%1%

b

331868478882428Pitney Bowes
*%*%1%1%1%1%1%1%1%1%1%*%1%*%*%

a

762767267672247Freight - Better / Night
1%*%1%1%1%1%*%1%*%1%1%*%1%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV4. And who does your organisation use for its mail service?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

472745257574-47Wey Group International
*%1%1%*%1%*%*%1%*%1%*%1%-%*%*%

42*42224424*-44Tuffnels
*%*%*%*%*%*%1%1%*%*%*%*%-%1%*%

422424124241*34DPD
*%*%1%*%*%*%*%*%*%*%*%*%*%*%*%

441413-14442-24Parcels to go
*%*%*%*%*%*%-%*%*%*%*%*%-%*%*%

221212*22222-*2Priority Express
*%*%*%*%*%*%*%*%*%*%*%*%-%*%*%

2--2-2-22222--2One Post
*%-%-%*%-%*%-%*%*%*%*%*%-%-%*%

*1*1*11*111*1*1Legal Post
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

111111111111-*1Fastway Couriers
*%*%*%*%*%*%*%*%*%*%*%*%-%*%*%

11-1**-*1111--1Haynes
*%*%-%*%*%*%-%*%*%*%*%*%-%-%*%

-**111*1111***1Neo Post
-%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

*1-1*1**111**-1First Post
*%*%-%*%*%*%*%*%*%*%*%*%*%-%*%

**-*********--*ENC
*%*%-%*%*%*%*%*%*%*%*%*%-%-%*%

-*-***--**-*--*AJG Parcels
-%*%-%*%*%*%-%-%*%*%-%*%-%-%*%

***********-***Eagle Couriers
*%*%*%*%*%*%*%*%*%*%*%-%*%*%*%

*--***-*****--*Yodel
*%-%-%*%*%*%-%*%*%*%*%*%-%-%*%

************--*Global Mailing
*%*%*%*%*%*%*%*%*%*%*%*%-%-%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV4. And who does your organisation use for its mail service?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------33None
-%-%-%-%-%-%-%-%-%-%-%-%-%*%*%

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

706528896572397888548835164094Other answers
6%5%12%6%10%6%10%11%6%6%6%7%6%5%6%

bbabcfabcf

7628841151083381930239390110363110863371966361178NET: RM Only
71%74%49%73%57%73%63%53%73%70%74%68%69%78%73%

accdeddedebdebc

31331011537227231513631537525936915578156392NET: RM and other
29%26%49%25%41%25%36%43%25%29%25%31%28%19%24%

abbabcfabcefacfaa

NET: Provider other than
--3211319522191417561225RM only
-%-%1%1%2%1%1%3%1%2%1%1%2%2%2%

abcf

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV4. And who does your organisation use for its mail service?
Base: All respondents
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

118823514535115338752155811731532131515261287362611570Royal Mail
98%98%99%98%98%98%100%98%98%98%98%98%100%100%100%98%

56911307757-77687769775711677TNT
5%4%8%8%5%6%-%5%6%5%5%5%4%4%6%5%

b

3279144940-494847474535-649Parcelforce
3%3%7%4%3%4%-%3%4%3%4%3%3%-%2%3%

c

3176274229-4433423742321844DHL
3%3%4%7%3%3%-%3%3%3%3%3%2%4%3%3%

ab

26411254330-4336413541303843UPS
2%2%8%7%3%3%-%3%3%3%3%3%2%9%3%3%

bcabc

2684163928-393239333932*539FedEx
2%3%3%5%2%3%-%2%3%2%2%2%2%*%2%2%

b

13*1893118-3126312931212731UK Mail
1%*%12%2%2%2%-%2%2%2%2%2%2%5%3%2%

bc

184252313-2323232223172323APC
1%1%1%1%1%1%-%1%2%1%2%1%1%6%1%1%

c

Interlink / Interlink
162472110-211421182117-321Express / Direct
1%1%3%2%1%1%-%1%1%1%1%1%1%-%1%1%

12-862017-2017202020151520Hermes
1%-%6%2%1%2%-%1%1%1%1%1%1%4%2%1%

bc

16126199-1918191719181219City Link Post
1%*%1%2%1%1%-%1%1%1%1%1%1%4%1%1%

13222189-181318181892418DX
1%1%1%*%1%1%-%1%1%1%1%1%1%6%1%1%

c

422296-979897-19Local Courier
*%1%1%*%1%1%-%1%1%1%1%1%1%-%1%1%

7-*384-858883--8Pitney Bowes
1%-%*%1%*%*%-%*%*%*%1%*%*%-%-%*%

62-276-777677--7Freight - Better / Night
*%1%-%1%*%1%-%*%1%*%*%*%1%-%-%*%

5-2475-777575-27Wey Group International
*%-%1%1%*%1%-%*%1%*%*%*%*%-%1%*%

Columns Tested: 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?
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

4-*242-444444--4Tuffnels
*%-%*%1%*%*%-%*%*%*%*%*%*%-%-%*%

4-1242-444243-14DPD
*%-%*%1%*%*%-%*%*%*%*%*%*%-%*%*%

4-*142-424443-14Parcels to go
*%-%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

2-*12*-222222-*2Priority Express
*%-%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

--2----222222--2One Post
-%-%1%-%-%-%-%*%*%*%*%*%*%-%-%*%

c

1*-111-11111*-11Legal Post
*%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%

*-1111-111111--1Fastway Couriers
*%-%*%*%*%*%-%*%*%*%*%*%*%-%-%*%

**--11-11111*-*1Haynes
*%*%-%-%*%*%-%*%*%*%*%*%*%-%*%*%

1--*11-11111*--1Neo Post
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

-**111-1*111*-*1First Post
-%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

*---**-***-**--*ENC
*%-%-%-%*%*%-%*%*%*%-%*%*%-%-%*%

*--***-******--*AJG Parcels
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

-**-**-*******-*Eagle Couriers
-%*%*%-%*%*%-%*%*%*%*%*%*%*%-%*%

*---*--******--*Yodel
*%-%-%-%*%-%-%*%*%*%*%*%*%-%-%*%

*--***-******--*Global Mailing
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

MHI (Mail Handling
----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--232-32323---3None
*%-%-%1%*%*%-%*%*%*%*%*%-%-%-%*%

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

661016379263-94829281926022294Other answers
5%4%11%10%6%7%-%6%7%6%6%6%5%5%9%6%

bcabc

9091917621011476162116684011489701143976251871178NET: RM Only
75%80%52%59%73%69%100%73%70%73%72%73%76%69%72%73%

aaacc

2794469141386258-3923343853453833101174392NET: RM and other
23%18%47%39%25%29%-%25%28%25%26%25%24%31%28%24%

bcabb

NET: Provider other than
185152515-2522252425---25RM only
1%2%1%1%2%2%-%2%2%2%2%2%-%-%-%2%

Columns Tested: 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?
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

7348117539512310381021468503106712691031871570Royal Mail
82%93%100%100%100%100%95%98%99%97%99%100%91%98%

aa

*59482424927520574492477TNT
1%16%4%6%2%5%2%5%4%5%3%8%12%5%

cc

2433012628-4912372542049Parcelforce
28%11%3%3%5%3%-%3%2%3%2%4%10%3%

c

1402912230*4410342222144DHL
16%11%2%3%2%3%*%3%2%3%2%1%10%3%

bc

2392318129-4311322331743UPS
22%10%2%5%1%3%-%3%2%3%2%3%8%3%

bc

1352215724-3911281961439FedEx
16%9%2%4%5%2%-%3%2%3%1%6%7%2%

bacc

-291712-20-316251251431UK Mail
-%8%1%3%-%2%-%2%1%2%1%5%7%2%

bcc

-231310213-236171221023APC
-%6%1%2%2%1%-%2%1%2%1%2%5%1%

c

Interlink / Interlink
-19164213-2161512*921Express / Direct
-%5%1%1%1%1%-%1%1%1%1%*%4%1%

c

-161011214-20101047920Hermes
-%4%1%3%1%1%-%1%2%1%*%7%4%1%

bcc

214137-13-19316111719City Link Post
30%4%1%2%-%1%-%1%1%1%1%1%3%1%

c

116961711651214*218DX
16%4%1%2%1%1%1%1%1%1%1%*%1%1%

-86322-9275-49Local Courier
-%2%1%1%2%*%-%1%*%1%*%-%2%1%

ac

-73--3-8267-*8Pitney Bowes
-%2%*%-%-%*%-%1%*%1%1%-%*%*%

-662-2-726-447Freight - Better / Night
-%2%*%*%-%*%-%1%*%1%-%3%2%*%

cc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

-744-5-7-75-27Wey Group International
-%2%*%1%-%1%-%*%-%1%*%-%1%*%

-422-*-4*4*-44Tuffnels
-%1%*%*%-%*%-%*%*%*%*%-%2%*%

c

-44**3-4133*14DPD
-%1%*%*%*%*%-%*%*%*%*%*%1%*%

-431-3-4*43-14Parcels to go
-%1%*%*%-%*%-%*%*%*%*%-%*%*%

-2212*-22*2-*2Priority Express
-%1%*%*%1%*%-%*%*%*%*%-%*%*%

aa

-22--2-22---22One Post
-%*%*%-%-%*%-%*%*%-%-%-%1%*%

ac

-11***-11*-*11Legal Post
-%*%*%*%*%*%-%*%*%*%-%*%1%*%

c

-1*1---1-1*-11Fastway Couriers
-%*%*%*%-%-%-%*%-%*%*%-%*%*%

-*-1**-1-1**-1Haynes
-%*%-%*%*%*%-%*%-%*%*%*%-%*%

-1*--*-1-11-*1Neo Post
-%*%*%-%-%*%-%*%-%*%*%-%*%*%

-1**1--1**--11First Post
-%*%*%*%*%-%-%*%*%*%-%-%*%*%

a

*-*----*-*-*-*ENC
6%-%*%-%-%-%-%*%-%*%-%*%-%*%

c

-*-*---*-*--**AJG Parcels
-%*%-%*%-%-%-%*%-%*%-%-%*%*%

-**--*-*-**--*Eagle Couriers
-%*%*%-%-%*%-%*%-%*%*%-%-%*%

*--*-*-*-*-*-*Yodel
2%-%-%*%-%*%-%*%-%*%-%*%-%*%

--*--*-*-**--*Global Mailing
-%-%*%-%-%*%-%*%-%*%*%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Line
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2----12123--3None
-%1%-%-%-%-%1%*%*%*%*%-%-%*%

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

2864935655489256847113394Other answers
22%23%4%9%5%5%4%6%5%6%4%11%16%6%

bcc

--92025892785991079393784104160671178NET: RM Only
-%-%78%65%75%76%92%72%77%72%81%58%33%73%

aaaaba

734825513731253438810928322844120392NET: RM and other
82%93%22%35%25%24%3%26%21%26%18%42%58%24%

bbcbc

NET: Provider other than
120----*254227*1825RM only

18%5%-%-%-%-%*%2%1%2%1%*%9%2%

bc

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
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3873964003871570Royal Mail
97%97%99%99%98%

cdc

1313292277TNT
3%3%7%6%5%

cd

131281649Parcelforce
3%3%2%4%3%

111015944DHL
3%2%4%2%3%

61481443UPS
2%3%2%4%3%

51017639FedEx
1%3%4%2%2%

ad

1359431UK Mail
3%1%2%1%2%

ac

2510523APC
1%1%3%1%1%

d

Interlink / Interlink
463821Express / Direct
1%2%1%2%1%

843520Hermes
2%1%1%1%1%

515919City Link Post
1%*%1%2%1%

c

*211418DX
*%*%*%4%1%

bcd

-2529Local Courier
-%1%1%1%1%

d

-4318Pitney Bowes
-%1%1%*%*%

24-27Freight - Better / Night
*%1%-%*%*%

b

22227Wey Group International
*%*%*%*%*%

-*224Tuffnels
-%*%1%*%*%

311*4DPD
1%*%*%*%*%

Columns Tested: 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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

2--24Parcels to go
*%-%-%1%*%

*--22Priority Express
*%-%-%*%*%

---22One Post
-%-%-%*%*%

--1*1Legal Post
-%-%*%*%*%

*1--1Fastway Couriers
*%*%-%-%*%

---11Haynes
-%-%-%*%*%

-*-*1Neo Post
-%*%-%*%*%

--**1First Post
-%-%*%*%*%

---**ENC
-%-%-%*%*%

*---*AJG Parcels
*%-%-%-%*%

---**Eagle Couriers
-%-%-%*%*%

--*-*Yodel
-%-%*%-%*%

---**Global Mailing
-%-%-%*%*%

MHI (Mail Handling
-----International)
-%-%-%-%-%

-----Lynx
-%-%-%-%-%

-----Fast Track
-%-%-%-%-%

-----Euro
-%-%-%-%-%

-----UK / British Mail
-%-%-%-%-%

-----Business Post
-%-%-%-%-%

-----Parcel Line
-%-%-%-%-%

*2--3None
*%1%-%-%*%

Columns Tested: a,b,c,d
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QV4. And who does your organisation use for its mail service?
Base: All respondents

Produced by OLR
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

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

1426342094Other answers
3%6%8%5%6%

d

3053112842771178NET: RM Only
77%76%70%71%73%

8185115110392NET: RM and other
20%21%29%28%24%

cdcd

NET: Provider other than
7123425RM only
2%3%1%1%2%

b
Columns Tested: 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

m*lkj*i*hgfed*cb*aSignificance Level: 95%
293294048252936623730223319410Unweighted total
35791517244943783127305026398Weighted total

24471111163130581917153820274Royal Mail
68%78%74%67%66%64%70%74%62%64%50%76%79%69%

13-**-2-4-124-14UK Mail
4%-%3%1%-%4%-%5%-%6%6%8%-%4%

10-*--4--112-211FedEx
3%-%3%-%-%9%-%-%4%5%6%-%7%3%

11---1*221-22-11UPS
3%-%-%-%6%1%4%3%4%-%6%4%-%3%

7-*21-*4---129TNT
2%-%1%9%6%-%*%5%-%-%-%1%7%2%

m

6-1*-2--*-4--7Parcelforce
2%-%7%3%-%4%-%-%1%-%12%-%-%2%

f

6-*1-4----2--7City Link Post
2%-%1%6%-%9%-%-%-%-%6%-%-%2%

6-*---2-3-2--6DHL
2%-%1%-%-%-%4%-%8%-%7%-%-%2%

fjm

5-**---23--1-6APC
1%-%3%3%-%-%-%2%8%-%-%1%-%2%

m

Interlink / Interlink
5-**1-2--1*--5Express / Direct
1%-%3%1%6%-%4%-%-%5%*%-%-%1%

41-**-2--2*--5DX
1%11%-%3%1%-%4%-%-%6%*%-%-%1%

fm

4----2-2-----4Hermes
1%-%-%-%-%4%-%2%-%-%-%-%-%1%

4----22------4Freight - Better / Night
1%-%-%-%-%4%4%-%-%-%-%-%-%1%

4------4-----4Wey Group International
1%-%-%-%-%-%-%5%-%-%-%-%-%1%

m

3*-------3---3Local Courier
1%6%-%-%-%-%-%-%-%10%-%-%-%1%

fjkm

2-*----2*----2Tuffnels
1%-%1%-%-%-%-%2%1%-%-%-%-%1%

2-----2------2Pitney Bowes
1%-%-%-%-%-%4%-%-%-%-%-%-%*%

m
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 you send?
Base: All Respondents who use 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*hgfed*cb*aSignificance Level: 95%
293294048252936623730223319410Unweighted total
35791517244943783127305026398Weighted total

2-----2------2Priority Express
1%-%-%-%-%-%4%-%-%-%-%-%-%*%

m

---1---------1First Post
-%-%-%4%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Parcels to go
-%-%3%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Legal Post
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

m

---*---------*AJG Parcels
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

m

*----*-*-----*DPD
*%-%-%-%-%1%-%*%-%-%-%-%-%*%

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items you send?
Base: All Respondents who use 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*hgfed*cb*aSignificance Level: 95%
293294048252936623730223319410Unweighted total
35791517244943783127305026398Weighted total

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

191**4--44-24221Other answers
5%11%1%3%17%-%-%5%12%-%6%8%7%5%

dgk

24471111163130581917153820274NET: RM
68%78%74%67%66%64%70%74%62%64%50%76%79%69%

NET: Provider other than
1132458181321121015126124RM
32%22%26%33%34%36%30%26%38%36%50%24%21%31%

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 you send?
Base: All Respondents who use 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
90571071563437611529513917142781271410Unweighted total
615311017416382953032332513374398Weighted total

34366513912261672061722310256274Royal Mail
55%68%60%80%76%68%71%68%75%84%81%74%72%68%69%

bd

6241*14212*-*-*1414UK Mail
10%4%4%1%1%4%3%4%2%-%5%-%2%4%4%

a

2512-1129-----1111FedEx
3%10%1%1%-%3%2%3%-%-%-%-%-%3%3%

abf

5-32*10291*--*1011UPS
9%-%3%1%2%3%2%3%3%11%-%-%2%3%3%

ac

4-32*9271**-189TNT
6%-%3%1%1%2%3%2%4%5%15%-%4%2%2%

a

-*34-716*---*77Parcelforce
-%*%3%3%-%2%1%2%1%-%-%-%1%2%2%

-25--752*---*77City Link Post
-%4%4%-%-%2%5%1%*%-%-%-%1%2%2%

adada

2-32-615*--**66DHL
3%-%2%1%-%2%1%2%1%-%-%2%1%2%2%

*-32*6241--**56APC
1%-%3%1%2%2%2%1%3%-%-%7%3%1%2%

Interlink / Interlink
222-*5151--**55Express / Direct
2%4%2%-%1%1%1%2%2%-%-%3%3%1%1%

aa

*122*5*51--**55DX
1%1%2%1%3%1%1%2%3%-%-%8%2%1%1%

--22-422-----44Hermes
-%-%2%1%-%1%2%1%-%-%-%-%-%1%1%

2-2--422-----44Freight - Better / Night
3%-%2%-%-%1%2%1%-%-%-%-%-%1%1%

a

--22-4-4-----44Wey Group International
-%-%2%1%-%1%-%1%-%-%-%-%-%1%1%

*-11-3*3-----33Local Courier
1%-%1%1%-%1%1%1%-%-%-%-%-%1%1%

*2*--2*2*--**22Tuffnels
*%3%*%-%-%1%*%1%1%-%-%2%1%*%1%

a

--2--2-2-----22Pitney Bowes
-%-%2%-%-%*%-%1%-%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e,f - a,b - 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
90571071563437611529513917142781271410Unweighted total
615311017416382953032332513374398Weighted total

--2--2-2-----22Priority Express
-%-%2%-%-%*%-%1%-%-%-%-%-%*%*%

*--*-1-1*---**1First Post
*%-%-%*%-%*%-%*%*%-%-%-%1%*%*%

-*---**------**Parcels to go
-%1%-%-%-%*%1%-%-%-%-%-%-%*%*%

---*-*-*-----**Legal Post
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

---*-**------**AJG Parcels
-%-%-%*%-%*%1%-%-%-%-%-%-%*%*%

*--*-****--**-*DPD
*%-%-%*%-%*%*%*%2%-%-%3%2%-%*%

aa

---------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f - a,b - 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
90571071563437611529513917142781271410Unweighted total
615311017416382953032332513374398Weighted total

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

42411219417*--**2121Other answers
6%4%4%6%13%5%5%6%2%-%-%2%2%6%5%

a

34366513912261672061722310256274NET: RM
55%68%60%80%76%68%71%68%75%84%81%74%72%68%69%

bd

NET: Provider other than
28174435412028966**14118124RM
45%32%40%20%24%32%29%32%25%16%19%26%28%32%31%

aa
Columns Tested: a,b,c,d,e,f - a,b - 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 you send?
Base: All Respondents who use 2 or more mail service providers

Produced by OLR
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913333304626883051706583103410Unweighted total
2171791232742331313827541244626584127398Weighted total

102171-27412201721204493045535677274Royal Mail
47%96%-%100%52%63%54%55%74%89%76%69%72%82%67%61%69%

bbbceab

14-14-52-25*-4412414UK Mail
6%-%11%-%20%6%-%6%2%3%-%9%6%1%2%3%4%

aaacc

10*11-222-5---3-4411FedEx
5%*%9%-%9%7%6%-%2%-%-%-%6%-%5%3%3%

aaab

9111-*2215--2-23511UPS
4%1%9%-%1%6%6%4%2%-%-%4%-%3%3%4%3%

aa

9-9-*2*-6*11*-719TNT
4%-%7%-%*%7%2%-%2%8%5%1%*%-%8%1%2%

aaacd

7-7-----7----**77Parcelforce
3%-%6%-%-%-%-%-%3%-%-%-%-%1%*%5%2%

aab

527---2-5--2*-*47City Link Post
2%1%6%-%-%-%7%-%2%-%-%5%*%-%1%3%2%

a

6-6---123----*156DHL
3%-%5%-%-%-%4%5%1%-%-%-%-%*%2%4%2%

aa

6-6-1*112--3-*126APC
3%-%5%-%6%1%4%2%1%-%-%6%-%1%1%2%2%

aaad

Interlink / Interlink
5-5-2*211-*-12*25Express / Direct
2%-%4%-%7%*%6%3%*%-%2%-%2%3%*%1%1%

aaaaa

325--*-*5-*13-1*5DX
1%1%4%-%-%1%-%1%2%-%2%2%4%-%2%*%1%

a

4-4-----4------44Hermes
2%-%3%-%-%-%-%-%1%-%-%-%-%-%-%3%1%

a

4-4--2--2----2-24Freight - Better / Night
2%-%3%-%-%7%-%-%1%-%-%-%-%3%-%1%1%

aa

4-4-----4----2-24Wey Group International
2%-%3%-%-%-%-%-%1%-%-%-%-%3%-%1%1%

a

3-3--*--3---21--3Local Courier
1%-%3%-%-%2%-%-%1%-%-%-%3%2%-%-%1%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913333304626883051706583103410Unweighted total
2171791232742331313827541244626584127398Weighted total

2-2-**2----**--22Tuffnels
1%-%2%-%1%*%6%-%-%-%-%*%*%-%-%1%1%

aa

2-2-----2-2-----2Pitney Bowes
1%-%1%-%-%-%-%-%1%-%15%-%-%-%-%-%*%

aabcde

2-2----2------2-2Priority Express
1%-%1%-%-%-%-%5%-%-%-%-%-%-%2%-%*%

aa

1-1--*--*-**----1First Post
*%-%*%-%-%*%-%-%*%-%1%1%-%-%-%-%*%

*-*-----*------**Parcels to go
*%-%*%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

*-*-----*--*----*Legal Post
*%-%*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

-**-----*------**AJG Parcels
-%*%*%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

*-*-*---*---*-*-*DPD
*%-%*%-%1%-%-%-%*%-%-%-%*%-%*%-%*%

-----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913333304626883051706583103410Unweighted total
2171791232742331313827541244626584127398Weighted total

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

19221-*11612--1415921Other answers
9%1%17%-%2%2%5%16%5%-%-%3%7%2%6%7%5%

aaade

102171-27412201721204493045535677274NET: RM
47%96%-%100%52%63%54%55%74%89%76%69%72%82%67%61%69%

bbbceab

NET: Provider other than
1158123-1112141770*31417122850124RM
53%4%100%-%48%37%46%45%26%11%24%31%28%18%33%39%31%

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

Ofcom; Business Postal Tracker
Table 14  (continuation)                                                                                                                                                                        Page 142

QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items you send?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033514839229833016834339629639015989160410Unweighted total
31331011837627631913832038025937315579161398Weighted total

218211722621782269620926318025810352119274Royal Mail
70%68%61%70%65%71%69%65%69%69%69%66%66%74%69%

1214414121371214101485*14UK Mail
4%4%4%4%4%4%5%4%4%4%4%5%7%*%4%

aa

109611118410116116-511FedEx
3%3%5%3%4%2%3%3%3%2%3%4%-%3%3%

787978291161132511UPS
2%3%6%2%3%2%1%3%3%2%3%2%3%3%3%

b

796977299793429TNT
2%3%5%2%2%2%1%3%2%3%2%2%5%1%2%

551777-77451247Parcelforce
2%2%1%2%3%2%-%2%2%2%1%1%2%3%2%

e

774755677773227City Link Post
2%2%3%2%2%2%4%2%2%3%2%2%3%1%2%

2*533116323-256DHL
1%*%4%1%1%*%1%2%1%1%1%-%2%3%2%

bc

451546456361326APC
1%2%1%1%2%2%3%2%2%1%2%1%3%2%2%

Interlink / Interlink
45-555255253-25Express / Direct
1%2%-%1%2%2%1%2%1%1%1%2%-%1%1%

4415351355551-5DX
1%1%1%1%1%2%1%1%1%2%1%3%1%-%1%

a

2--244-42-24--4Hermes
1%-%-%1%1%1%-%1%1%-%1%3%-%-%1%

a

442444-44442-24Freight - Better / Night
1%1%2%1%1%1%-%1%1%2%1%1%-%1%1%

44-442-44442-24Wey Group International
1%1%-%1%1%1%-%1%1%1%1%1%-%1%1%

33*33323333--33Local Courier
1%1%*%1%1%1%1%1%1%1%1%-%-%2%1%

22*22**2222--22Tuffnels
1%1%*%1%1%*%*%1%1%1%1%-%-%1%1%

22-22222222-2-2Pitney Bowes
1%1%-%*%1%1%1%1%*%1%*%-%2%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 you send?
Base: All Respondents who use 2 or more mail service providers
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033514839229833016834339629639015989160410Unweighted total
31331011837627631913832038025937315579161398Weighted total

22-2-2-22222--2Priority Express
1%1%-%*%-%1%-%1%*%1%*%1%-%-%*%

*1-1*1**111**-1First Post
*%*%-%*%*%*%*%*%*%*%*%*%1%-%*%

*-***--**-**--*Parcels to go
*%-%*%*%*%-%-%*%*%-%*%*%-%-%*%

-*-*-*--***-*-*Legal Post
-%*%-%*%-%*%-%-%*%*%*%-%1%-%*%

-*-***--**-*--*AJG Parcels
-%*%-%*%*%*%-%-%*%*%-%*%-%-%*%

***********--**DPD
*%*%*%*%*%*%*%*%*%*%*%-%-%*%*%

---------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 you send?
Base: All Respondents who use 2 or more mail service providers
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033514839229833016834339629639015989160410Unweighted total
31331011837627631913832038025937315579161398Weighted total

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

15179201515101720111994621Other answers
5%5%7%5%5%5%7%5%5%4%5%6%5%3%5%

218211722621782269620926318025810352119274NET: RM
70%68%61%70%65%71%69%65%69%69%69%66%66%74%69%

NET: Provider other than
96994611498934211111779114532742124RM
30%32%39%30%35%29%31%35%31%31%31%34%34%26%31%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2904771174405293-4103594053724043191277410Unweighted total
2834469143392262-3983383903503883101174398Weighted total

205293999269182-2742342682412662191048274Royal Mail
73%66%56%69%69%69%-%69%69%69%69%68%71%88%65%69%

a

5*84149-14121414148-614UK Mail
2%1%12%3%4%4%-%4%4%4%4%4%3%-%8%4%

bcc

6414119-1111118119-211FedEx
2%8%2%3%3%3%-%3%3%3%2%3%3%-%3%3%

c

7225117-1191111118-211UPS
2%5%3%3%3%3%-%3%3%3%3%3%3%-%3%3%

8-1697-979899-*9TNT
3%-%2%4%2%3%-%2%2%2%2%2%3%-%*%2%

5-2177-777775--7Parcelforce
2%-%4%1%2%3%-%2%2%2%2%2%2%-%-%2%

6**273-757777--7City Link Post
2%1%1%2%2%1%-%2%2%2%2%2%2%-%-%2%

5--663-656364--6DHL
2%-%-%4%2%1%-%2%2%2%1%2%1%-%-%2%

ab

4-2*63-666463-36APC
2%-%3%*%2%1%-%2%2%2%1%2%1%-%4%2%

Interlink / Interlink
3*2152-545555--5Express / Direct
1%*%3%1%1%1%-%1%1%1%2%1%2%-%-%1%

212154-535555--5DX
1%3%3%*%1%2%-%1%1%1%1%1%1%-%-%1%

2-2-42-424442-24Hermes
1%-%3%-%1%1%-%1%1%1%1%1%1%-%3%1%

22--44-444244--4Freight - Better / Night
1%4%-%-%1%1%-%1%1%1%1%1%1%-%-%1%

2-2244-444242-24Wey Group International
1%-%3%1%1%1%-%1%1%1%1%1%1%-%2%1%

3*-*33-333333-*3Local Courier
1%1%-%*%1%1%-%1%1%1%1%1%1%-%1%1%

2-*222-222222--2Tuffnels
1%-%*%1%1%1%-%1%1%1%1%1%1%-%-%1%

2--222-222222--2Pitney Bowes
1%-%-%1%*%1%-%*%1%*%1%*%1%-%-%*%

2---2--222222--2Priority Express
1%-%-%-%*%-%-%*%1%*%1%*%1%-%-%*%

Columns Tested: 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2904771174405293-4103594053724043191277410Unweighted total
2834469143392262-3983383903503883101174398Weighted total

-**111-1*111*-*1First Post
-%1%*%*%*%*%-%*%*%*%*%*%*%-%1%*%

--****-*****--**Parcels to go
-%-%1%*%*%*%-%*%*%*%*%*%-%-%1%*%

-*-***-*-***--**Legal Post
-%1%-%*%*%*%-%*%-%*%*%*%-%-%1%*%

*--***-******--*AJG Parcels
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

*--***-******--*DPD
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2904771174405293-4103594053724043191277410Unweighted total
2834469143392262-3983383903503883101174398Weighted total

----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13536208-2118201820101921Other answers
5%11%5%4%5%3%-%5%5%5%5%5%3%12%13%5%

c

205293999269182-2742342682412662191048274NET: RM
73%66%56%69%69%69%-%69%69%69%69%68%71%88%65%69%

a

NET: Provider other than
7715304412380-12410412310812391126124RM
27%34%44%31%31%31%-%31%31%31%31%32%29%12%35%31%

c
Columns Tested: 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
936226413934263340711429624843113410Unweighted total
835225513731253439411128722844125398Weighted total

423617994201802271831911733169274Royal Mail
49%67%70%69%63%71%64%69%75%66%76%71%55%69%

a

-1486-10-1431142814UK Mail
-%4%3%4%-%4%-%4%2%4%2%5%7%4%

c

-114728-112924411FedEx
-%3%2%5%6%3%-%3%2%3%1%10%4%3%

bc

-1155-5-113841511UPS
-%3%2%4%-%2%-%3%3%3%2%3%4%3%

*963*5-9*96*29TNT
1%2%2%2%1%2%-%2%*%3%3%1%2%2%

*75**3-7344-37Parcelforce
6%2%2%*%2%1%-%2%3%2%2%-%2%2%

2552-7-7*74127City Link Post
27%1%2%2%-%3%-%2%*%2%2%2%2%2%

1522*4-6332*46DHL
16%1%1%1%*%1%-%2%3%1%1%*%4%2%

-64322-6156-16APC
-%2%1%2%6%1%-%2%1%2%2%-%*%2%

a

Interlink / Interlink
-55**3-5232*35Express / Direct
-%2%2%*%*%1%-%1%2%1%1%*%3%1%

-5221414144-*5DX
-%1%1%2%3%1%36%1%1%2%2%-%*%1%

-44--2-422--44Hermes
-%1%2%-%-%1%-%1%2%1%-%-%3%1%

c

-24--2-422-224Freight - Better / Night
-%1%2%-%-%1%-%1%2%1%-%4%2%1%

cc

-422-2-4-42-24Wey Group International
-%1%1%1%-%1%-%1%-%1%1%-%1%1%

-33--1-3-33--3Local Courier
-%1%1%-%-%1%-%1%-%1%1%-%-%1%

-22--*-2*2*-22Tuffnels
-%1%1%-%-%*%-%1%*%1%*%-%1%1%

-22--2-2-22--2Pitney Bowes
-%1%1%-%-%1%-%*%-%1%1%-%-%*%

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 you send?
Base: All Respondents who use 2 or more mail service providers
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
936226413934263340711429624843113410Unweighted total
835225513731253439411128722844125398Weighted total

-22-2--22-2--2Priority Express
-%1%1%-%6%-%-%*%2%-%1%-%-%*%

aa

-1**1--1**--11First Post
-%*%*%*%2%-%-%*%*%*%-%-%*%*%

a

-*-*---**---**Parcels to go
-%*%-%*%-%-%-%*%*%-%-%-%*%*%

-**-*--**---**Legal Post
-%*%*%-%2%-%-%*%*%-%-%-%*%*%

a

-*-*---*-*--**AJG Parcels
-%*%-%*%-%-%-%*%-%*%-%-%*%*%

-**--*-****-**DPD
-%*%*%-%-%*%-%*%*%*%*%-%*%*%

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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 you send?
Base: All Respondents who use 2 or more mail service providers
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
936226413934263340711429624843113410Unweighted total
835225513731253439411128722844125398Weighted total

--------------Haynes
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-21138411-2121910*1121Other answers
-%6%5%6%12%4%-%5%2%7%4%*%9%5%

423617994201802271831911733169274NET: RM
49%67%70%69%63%71%64%69%75%66%76%71%55%69%

a

NET: Provider other than
41167642127311232896551356124RM

51%33%30%31%37%29%36%31%25%34%24%29%45%31%

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 you send?
Base: All Respondents who use 2 or more mail service providers

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7293120125410Unweighted total
8389115111398Weighted total

46598980274Royal Mail
55%67%77%72%69%

dd

83*214UK Mail
9%4%*%2%4%

ab

217-11FedEx
3%1%6%-%3%

a

27*211UPS
2%8%*%2%3%

ab

32139TNT
3%3%1%2%2%

43-*7Parcelforce
5%3%-%*%2%

ab

--257City Link Post
-%-%2%5%2%

c

51-*6DHL
6%1%-%*%2%

ab

2*-46APC
2%1%-%4%2%

b

Interlink / Interlink
-2*35Express / Direct
-%2%*%3%1%

*1*45DX
*%1%*%3%1%

22--4Hermes
3%2%-%-%1%

22--4Freight - Better / Night
2%2%-%-%1%

-2-24Wey Group International
-%2%-%2%1%

-*113Local Courier
-%1%1%1%1%

--2*2Tuffnels
-%-%2%*%1%

--2-2Pitney Bowes
-%-%2%-%*%

---22Priority Express
-%-%-%2%*%

Columns Tested: 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7293120125410Unweighted total
8389115111398Weighted total

--**1First Post
-%-%*%*%*%

*---*Parcels to go
1%-%-%-%*%

--*-*Legal Post
-%-%*%-%*%

*---*AJG Parcels
1%-%-%-%*%

-**-*DPD
-%*%*%-%*%

-----Yodel
-%-%-%-%-%

MHI (Mail Handling
-----International)
-%-%-%-%-%

-----Eagle Couriers
-%-%-%-%-%

-----Lynx
-%-%-%-%-%

-----One Post
-%-%-%-%-%

-----ENC
-%-%-%-%-%

-----Fast Track
-%-%-%-%-%

-----Neo Post
-%-%-%-%-%

-----Fastway Couriers
-%-%-%-%-%

-----Euro
-%-%-%-%-%

-----UK / British Mail
-%-%-%-%-%

-----Global Mailing
-%-%-%-%-%

-----Haynes
-%-%-%-%-%

-----Business Post
-%-%-%-%-%

-----Parcel Live
-%-%-%-%-%

529421Other answers
6%3%8%4%5%

Columns Tested: 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 you send?
Base: All Respondents who use 2 or more mail service providers
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7293120125410Unweighted total
8389115111398Weighted total

46598980274NET: RM
55%67%77%72%69%

dd

NET: Provider other than
37292731124RM
45%33%23%28%31%

ab

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
Table 14  (continuation)                                                                                                                                                                        Page 154

QV5a. Which would you say is your organisation's main mail service provider in terms of the volume of items you send?
Base: All Respondents who use 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*hgfed*cb*aSignificance Level: 95%
293294048252936623730223319410Unweighted total
35791517244943783127305026398Weighted total

15768910112628151192917179Royal Mail
44%73%51%52%42%23%61%36%47%42%32%58%64%45%

fmf

27**214293-21529TNT
8%1%1%10%6%9%5%11%9%-%6%1%21%7%

k

21-11-5-61126-23UK Mail
6%-%10%4%-%9%-%7%4%6%6%13%-%6%

g

15-**16-43--1-16APC
4%-%3%3%6%13%-%5%9%-%-%1%-%4%

15---*4*2214-215FedEx
4%-%-%-%1%9%*%3%5%6%12%-%7%4%

13***-4-2*142-14Parcelforce
4%1%3%3%-%9%-%2%1%5%12%4%-%4%

12-*11*22-322-14UPS
3%-%3%6%6%1%4%3%-%10%6%4%-%3%

e

13***-2223-22-13DHL
4%1%1%3%-%4%4%2%9%-%7%4%-%3%

Interlink / Interlink
8-1*1-2211*--9Express / Direct
2%-%7%1%6%-%4%2%5%5%*%-%-%2%

6-*1-4---*2--8City Link Post
2%-%1%9%-%9%-%-%-%1%6%-%-%2%

fm

7------7-----7Wey Group International
2%-%-%-%-%-%-%9%-%-%-%-%-%2%

jm

5-**12-2-----6Hermes
1%-%3%3%6%4%-%2%-%-%-%-%-%2%

3**1*----3*--5DX
1%6%3%4%1%-%-%-%-%11%*%-%-%1%

efgm

4----22------4Freight - Better / Night
1%-%-%-%-%4%4%-%-%-%-%-%-%1%

3*-------3---3Local Courier
1%6%-%-%-%-%-%-%-%10%-%-%-%1%

fjkm

2-*----2*---*2Tuffnels
1%-%1%-%-%-%-%2%1%-%-%-%1%1%

2-----2------2Pitney Bowes
1%-%-%-%-%-%4%-%-%-%-%-%-%*%

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 who use 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*hgfed*cb*aSignificance Level: 95%
293294048252936623730223319410Unweighted total
35791517244943783127305026398Weighted total

2-----2------2Priority Express
1%-%-%-%-%-%4%-%-%-%-%-%-%*%

m

1*---1-*---*-1DPD
*%1%-%-%-%1%-%*%-%-%-%1%-%*%

*-*--------*-1Haynes
*%-%3%-%-%-%-%-%-%-%-%1%-%*%

m

---1---------1First Post
-%-%-%4%-%-%-%-%-%-%-%-%-%*%

m

--*----------*Parcels to go
-%-%3%-%-%-%-%-%-%-%-%-%-%*%

m

---*---------*Legal Post
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

m

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------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 who use 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*lkj*i*hgfed*cb*aSignificance Level: 95%
293294048252936623730223319410Unweighted total
35791517244943783127305026398Weighted total

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4111*724133-47243Other answers
11%17%7%1%29%5%8%16%9%-%12%13%7%11%

jdjdj

15768910112628151192917179NET: RM
44%73%51%52%42%23%61%36%47%42%32%58%64%45%

fmf

NET: Provider other than
20127814381750171520219218RM
56%27%49%48%58%77%39%64%53%58%68%42%36%55%

gbg

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 who use 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
90571071563437611529513917142781271410Unweighted total
615311017416382953032332513374398Weighted total

22194891817248131112125169179Royal Mail
36%36%43%52%50%45%51%43%46%58%58%53%40%45%45%

cd

62912*298212**-12729TNT
9%4%8%7%2%8%8%7%8%9%15%-%9%7%7%

7367*235181-***2223UK Mail
11%5%6%4%1%6%5%6%3%-%5%7%2%6%6%

a

1448*164131*-*11516APC
1%8%3%4%2%4%4%4%6%7%-%7%6%4%4%

d

2516*153121***11415FedEx
4%10%1%3%1%4%3%4%6%5%6%4%6%4%4%

b

4*28-14312*-*-*1414Parcelforce
6%*%2%5%-%4%3%4%2%-%8%-%2%4%4%

42441134101*--11314UPS
7%3%4%2%3%3%4%3%4%11%-%-%5%3%3%

2*47*13491*-**1313DHL
3%*%4%4%2%3%4%3%2%10%-%2%1%3%3%

Interlink / Interlink
2421*9271--*189Express / Direct
3%7%2%1%1%2%2%2%3%-%-%3%4%2%2%

a

223*-835*--**78City Link Post
4%4%2%*%-%2%3%2%1%-%-%4%1%2%2%

aa

2-2425-7-----77Wey Group International
3%-%2%2%11%1%-%2%-%-%-%-%-%2%2%

a

--331534-----66Hermes
-%-%3%2%8%1%3%1%-%-%-%-%-%2%2%

a

1112*4*41--**45DX
1%1%1%1%3%1%1%1%4%-%-%8%3%1%1%

2-2--422-----44Freight - Better / Night
3%-%2%-%-%1%2%1%-%-%-%-%-%1%1%

a

*-11-3*3-----33Local Courier
1%-%1%1%-%1%1%1%-%-%-%-%-%1%1%

*2*--2*2*--**22Tuffnels
*%4%*%-%-%1%*%1%2%-%-%5%1%*%1%

a

--2--2-2-----22Pitney Bowes
-%-%2%-%-%*%-%1%-%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e,f - a,b - 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 who use 2 or more mail service providers

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
90571071563437611529513917142781271410Unweighted total
615311017416382953032332513374398Weighted total

--2--2-2-----22Priority Express
-%-%2%-%-%*%-%1%-%-%-%-%-%*%*%

*1-*-1111--*1-1DPD
*%1%-%*%-%*%1%*%5%-%-%3%8%-%*%

aa

**--**1-*---**1Haynes
1%1%-%-%2%*%1%-%1%-%-%-%2%*%*%

aa

*--*-1-1*---**1First Post
*%-%-%*%-%*%-%*%*%-%-%-%1%*%*%

-*---**------**Parcels to go
-%1%-%-%-%*%1%-%-%-%-%-%-%*%*%

---*-*-*-----**Legal Post
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

---------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f - a,b - 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 who use 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
90571071563437611529513917142781271410Unweighted total
615311017416382953032332513374398Weighted total

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4713192415382-**14143Other answers
7%14%12%11%14%11%6%13%8%-%8%5%11%11%11%

b

22194891817248131112125169179NET: RM
36%36%43%52%50%45%51%43%46%58%58%53%40%45%45%

cd

NET: Provider other than
39346284821047171121128206218RM
64%64%57%48%50%55%49%57%54%42%42%47%60%55%55%

aa
Columns Tested: a,b,c,d,e,f - a,b - 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 who use 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913333304626883051706583103410Unweighted total
2171791232742331313827541244626584127398Weighted total

-1798171712813139362134333645179Royal Mail
-%100%6%63%32%37%26%35%51%85%54%47%55%51%43%36%45%

bbceaa

29-920*22223*152-121029TNT
13%-%7%7%*%7%7%5%8%8%5%11%3%-%14%8%7%

accdc

23-14972-312**6544423UK Mail
11%-%11%3%30%6%-%7%4%3%4%13%8%6%5%3%6%

aaabcda

16-61022318--4*52516APC
7%-%5%4%7%7%11%2%3%-%-%10%*%7%3%4%4%

aadd

15-105222*9-**4*6515FedEx
7%-%9%2%10%7%6%*%3%-%1%*%6%*%7%4%4%

aabc

14-7812--11-*1-3*1014Parcelforce
7%-%6%3%6%7%-%-%4%-%2%3%-%4%*%8%4%

abd

14-104*3227--2-43514UPS
6%-%8%1%1%10%6%4%3%-%-%4%-%6%3%4%3%

aaad

13-67--2210---*21913DHL
6%-%5%2%-%-%6%5%3%-%-%-%1%3%2%7%3%

ade

Interlink / Interlink
9-542*232-*-52*29Express / Direct
4%-%4%1%7%1%6%8%1%-%2%-%7%4%*%1%2%

aaaaabe

8-53*22-3*--2-148City Link Post
4%-%4%1%1%7%7%-%1%5%-%-%4%-%1%3%2%

aaaa

7-44--2-5----4-47Wey Group International
3%-%3%1%-%-%6%-%2%-%-%-%-%6%-%3%2%

abd

6-42----6--*---66Hermes
3%-%3%1%-%-%-%-%2%-%-%1%-%-%-%4%2%

a

5-32-*-*4-21*-1*5DX
2%-%2%1%-%1%-%1%2%-%14%3%1%-%2%*%1%

aabcd

4-4--2--2----2-24Freight - Better / Night
2%-%3%-%-%7%-%-%1%-%-%-%-%3%-%1%1%

aa

3-3--*--3---21--3Local Courier
1%-%3%-%-%2%-%-%1%-%-%-%3%2%-%-%1%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All Respondents who use 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913333304626883051706583103410Unweighted total
2171791232742331313827541244626584127398Weighted total

2-2***2*---***-22Tuffnels
1%-%2%*%1%*%6%*%-%-%-%*%*%*%-%1%1%

aa

2-2-----2-2-----2Pitney Bowes
1%-%1%-%-%-%-%-%1%-%15%-%-%-%-%-%*%

aabcde

2-2----2------2-2Priority Express
1%-%1%-%-%-%-%5%-%-%-%-%-%-%2%-%*%

aa

1-*1***-1-***-*-1DPD
1%-%*%*%1%*%1%-%*%-%3%1%*%-%*%-%*%

1--1*---*--1----1Haynes
*%-%-%*%1%-%-%-%*%-%-%2%-%-%-%-%*%

1-1--*--*-**----1First Post
*%-%*%-%-%*%-%-%*%-%1%1%-%-%-%-%*%

*-*-----*------**Parcels to go
*%-%*%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

*-*-----*--*----*Legal Post
*%-%*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

-----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
-----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All Respondents who use 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913333304626883051706583103410Unweighted total
2171791232742331313827541244626584127398Weighted total

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

43-1924*14930-*284131543Other answers
20%-%16%9%2%2%12%23%11%-%3%4%14%7%16%12%11%

aaadee

-1798171712813139362134333645179NET: RM
-%100%6%63%32%37%26%35%51%85%54%47%55%51%43%36%45%

bbceaa

NET: Provider other than
217-11510215202325136152328314882218RM
100%-%94%37%68%63%74%65%49%15%46%53%45%49%57%64%55%

aaaacd

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All Respondents who use 2 or more mail service providers
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033514839229833016834339629639015989160410Unweighted total
31331011837627631913832038025937315579161398Weighted total

1501385317211714461131173128168733769179Royal Mail
48%45%45%46%42%45%44%41%45%49%45%47%47%43%45%

d

18268271823622271527961429TNT
6%8%7%7%7%7%4%7%7%6%7%6%7%9%7%

1819523172091823132398623UK Mail
6%6%4%6%6%6%7%6%6%5%6%6%10%4%6%

a

1213315141512151641666516APC
4%4%3%4%5%5%8%5%4%2%4%4%7%3%4%

babcb

12137151510414151015101515FedEx
4%4%6%4%5%3%3%4%4%4%4%6%1%3%4%

b

128414121211414121242914Parcelforce
4%2%3%4%4%4%1%5%4%5%3%3%2%5%4%

ee

10117129123121461452614UPS
3%4%6%3%3%4%2%4%4%2%4%3%3%4%3%

55888641187822913DHL
1%2%6%2%3%2%3%3%2%3%2%1%3%6%3%

bc

Interlink / Interlink
89*979299593*59Express / Direct
2%3%*%2%2%3%1%3%2%2%2%2%1%3%2%

884886788783328City Link Post
2%3%4%2%3%2%5%2%2%3%2%2%3%1%2%

472745257574-47Wey Group International
1%2%2%2%1%2%1%2%2%2%2%2%-%2%2%

32-466*64244*16Hermes
1%1%-%1%2%2%*%2%1%1%1%3%1%1%2%

4315151255541*5DX
1%1%1%1%*%1%1%1%1%2%1%3%1%*%1%

a

442444-44442-24Freight - Better / Night
1%1%2%1%1%1%-%1%1%2%1%1%-%1%1%

33*33323333--33Local Courier
1%1%*%1%1%1%1%1%1%1%1%-%-%2%1%

22*22**2222*-22Tuffnels
1%1%*%1%1%*%*%1%1%1%1%*%-%1%1%

22-22222222-2-2Pitney Bowes
1%1%-%*%1%1%1%1%*%1%*%-%2%-%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 who use 2 or more mail service providers

Produced by OLR
OFC1885
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033514839229833016834339629639015989160410Unweighted total
31331011837627631913832038025937315579161398Weighted total

22-2-2-22222--2Priority Express
1%1%-%*%-%1%-%1%*%1%*%1%-%-%*%

11111111111**11DPD
*%*%1%*%*%*%1%*%*%*%*%*%*%*%*%

11-1**-*1111--1Haynes
*%*%-%*%*%*%-%*%*%*%*%1%-%-%*%

*1-1*1**111**-1First Post
*%*%-%*%*%*%*%*%*%*%*%*%1%-%*%

*-***--**-**--*Parcels to go
*%-%*%*%*%-%-%*%*%-%*%*%-%-%*%

-*-*-*--***-*-*Legal Post
-%*%-%*%-%*%-%-%*%*%*%-%1%-%*%

---------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 who use 2 or more mail service providers

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033514839229833016834339629639015989160410Unweighted total
31331011837627631913832038025937315579161398Weighted total

---------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

38351242293622394224421481943Other answers
12%11%10%11%11%11%16%12%11%9%11%9%10%12%11%

b

1501385317211714461131173128168733769179NET: RM
48%45%45%46%42%45%44%41%45%49%45%47%47%43%45%

d

NET: Provider other than
1641716420415917577189207131205824292218RM
52%55%55%54%58%55%56%59%55%51%55%53%53%57%55%

b
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 who use 2 or more mail service providers
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2904771174405293-4103594053724043191277410Unweighted total
2834469143392262-3983383903503883101174398Weighted total

136152873176117-179147174152172140735179Royal Mail
48%34%41%51%45%45%-%45%43%45%44%44%45%62%48%45%

242382920-292629262923*629TNT
9%4%4%6%7%8%-%7%8%7%7%8%8%2%8%7%

10*1372314-232023212316*723UK Mail
3%1%19%5%6%5%-%6%6%6%6%6%5%4%9%6%

bc

12223169-1616161416112316APC
4%5%3%2%4%3%-%4%5%4%4%4%4%19%4%4%

77151513-151515131513-215FedEx
2%17%2%4%4%5%-%4%5%4%4%4%4%-%3%4%

ac

91441412-141414141412--14Parcelforce
3%3%6%3%4%5%-%4%4%4%4%4%4%-%-%4%

93251410-141214141411-314UPS
3%6%3%4%4%4%-%3%4%4%4%4%3%-%4%3%

12--9118-1381181111--13DHL
4%-%-%6%3%3%-%3%2%3%2%3%3%-%-%3%

b

Interlink / Interlink
6*3394-969998-19Express / Direct
2%*%4%2%2%1%-%2%2%2%3%2%3%-%2%2%

7*1384-868888--8City Link Post
2%1%1%2%2%1%-%2%2%2%2%2%3%-%-%2%

5-2475-777575-27Wey Group International
2%-%3%3%2%2%-%2%2%2%2%2%2%-%2%2%

4-2-64-646664-26Hermes
2%-%3%-%2%1%-%2%1%2%2%2%1%-%3%2%

32-*54-535553-15DX
1%4%-%*%1%1%-%1%1%1%1%1%1%-%2%1%

22--44-444244--4Freight - Better / Night
1%4%-%-%1%1%-%1%1%1%1%1%1%-%-%1%

3*-*33-333333-*3Local Courier
1%1%-%*%1%1%-%1%1%1%1%1%1%-%1%1%

2-*222-222222--2Tuffnels
1%-%*%1%1%1%-%1%1%1%1%1%1%-%-%1%

2--222-222222--2Pitney Bowes
1%-%-%1%*%1%-%*%1%*%1%*%1%-%-%*%

2---2--222222--2Priority Express
1%-%-%-%*%-%-%*%1%*%1%*%1%-%-%*%

Columns Tested: 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 who use 2 or more mail service providers

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2904771174405293-4103594053724043191277410Unweighted total
2834469143392262-3983383903503883101174398Weighted total

1-*111-111111-*1DPD
*%-%1%1%*%*%-%*%*%*%*%*%*%-%*%*%

**--11-11111*-*1Haynes
*%1%-%-%*%*%-%*%*%*%*%*%*%-%1%*%

-**111-1*111*-*1First Post
-%1%*%*%*%*%-%*%*%*%*%*%*%-%1%*%

--****-*****--**Parcels to go
-%-%1%*%*%*%-%*%*%*%*%*%-%-%1%*%

-*-***-*-***--**Legal Post
-%1%-%*%*%*%-%*%-%*%*%*%-%-%1%*%

----------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
----------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: 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 who use 2 or more mail service providers

Produced by OLR
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2904771174405293-4103594053724043191277410Unweighted total
2834469143392262-3983383903503883101174398Weighted total

----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2986154326-43414340433011243Other answers
10%19%8%10%11%10%-%11%12%11%12%11%10%13%16%11%

136152873176117-179147174152172140735179NET: RM
48%34%41%51%45%45%-%45%43%45%44%44%45%62%48%45%

NET: Provider other than
147294170216145-218191216197216170439218RM
52%66%59%49%55%55%-%55%57%55%56%56%55%38%52%55%

Columns Tested: 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 who use 2 or more mail service providers

Produced by OLR
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Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
936226413934263340711429624843113410Unweighted total
835225513731253439411128722844125398Weighted total

515411663151262178561231251638179Royal Mail
57%44%46%46%47%50%50%45%51%43%55%36%31%45%

ab

*23218*15-29722174829TNT
1%7%8%6%1%6%-%7%7%8%7%10%7%7%

-211211-16-233201031023UK Mail
-%6%5%8%-%6%-%6%3%7%4%7%8%6%

-168828-1621462816APC
-%5%3%6%6%3%-%4%2%5%3%5%6%4%

-1541158-1541174415FedEx
-%4%2%8%17%3%-%4%4%4%3%10%4%4%

bac

-149316-1421263514Parcelforce
-%4%4%2%2%3%-%4%2%4%3%8%4%4%

*137718-1441081514UPS
6%4%3%5%2%3%-%3%4%3%3%3%4%3%

11292*10-133105*813DHL
16%3%3%1%*%4%-%3%3%4%2%*%7%3%

c

Interlink / Interlink
-79**6-9272*79Express / Direct
-%2%4%*%*%2%-%2%2%2%1%*%5%2%

ac

*58--5-83571-8City Link Post
2%2%3%-%-%2%-%2%3%2%3%3%-%2%

a

-744-5-7-75-27Wey Group International
-%2%1%3%-%2%-%2%-%2%2%-%1%2%

-66*-4-634*-66Hermes
-%2%2%*%-%2%-%2%2%1%*%-%5%2%

c

144**414234-15DX
16%1%1%*%2%1%36%1%2%1%2%-%*%1%

-24--2-422-224Freight - Better / Night
-%1%2%-%-%1%-%1%2%1%-%4%2%1%

cc

-33--1-3-33--3Local Courier
-%1%1%-%-%1%-%1%-%1%1%-%-%1%

-22--*-2*2*-22Tuffnels
-%1%1%-%-%*%-%1%*%1%*%-%1%1%

-22--2-2-22--2Pitney Bowes
-%1%1%-%-%1%-%*%-%1%1%-%-%*%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All Respondents who use 2 or more mail service providers

Produced by OLR
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
936226413934263340711429624843113410Unweighted total
835225513731253439411128722844125398Weighted total

-22-2--22-2--2Priority Express
-%1%1%-%6%-%-%*%2%-%1%-%-%*%

aa

-11**1-1*1**11DPD
-%*%*%*%1%*%-%*%*%*%*%*%1%*%

-*-1**-1-1**-1Haynes
-%*%-%1%2%*%-%*%-%*%*%1%-%*%

-1**1--1**--11First Post
-%*%*%*%2%-%-%*%*%*%-%-%*%*%

a

-*-*---**---**Parcels to go
-%*%-%*%-%-%-%*%*%-%-%-%*%*%

-**-*--**---**Legal Post
-%*%*%-%2%-%-%*%*%-%-%-%*%*%

a

--------------Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------One Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------ENC
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All Respondents who use 2 or more mail service providers

Produced by OLR
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
936226413934263340711429624843113410Unweighted total
835225513731253439411128722844125398Weighted total

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------AJG Parcels
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-432617425*4312312141843Other answers
-%12%10%12%13%10%13%11%11%11%9%10%14%11%

515411663151262178561231251638179NET: RM
57%44%46%46%47%50%50%45%51%43%55%36%31%45%

ab

NET: Provider other than
319813973161272216541641032887218RM

43%56%54%54%53%50%50%55%49%57%45%64%69%55%

cc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5b. Which would you say is your organisation's main mail service provider in terms of the value of your contract with them?
Base: All Respondents who use 2 or more mail service providers
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7293120125410Unweighted total
8389115111398Weighted total

29355660179Royal Mail
35%39%48%54%45%

cd

579829TNT
6%8%8%7%7%

1036423UK Mail
12%4%5%3%6%

ac

256416APC
2%6%5%4%4%

4210-15FedEx
4%2%9%-%4%

aac

64*514Parcelforce
7%4%*%4%4%

bbb

27*414UPS
3%8%*%3%3%

b

722213DHL
9%2%2%2%3%

ab

Interlink / Interlink
-4*59Express / Direct
-%5%*%4%2%

bb

3-238City Link Post
3%-%2%3%2%

22227Wey Group International
2%2%2%2%2%

32-16Hermes
4%2%-%1%2%

b

*1*35DX
*%1%*%3%1%

22--4Freight - Better / Night
2%2%-%-%1%

-*113Local Courier
-%1%1%1%1%

-*2*2Tuffnels
-%*%2%*%1%

--2-2Pitney Bowes
-%-%2%-%*%

---22Priority Express
-%-%-%2%*%

Columns Tested: 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 who use 2 or more mail service providers
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7293120125410Unweighted total
8389115111398Weighted total

-***1DPD
-%1%*%*%*%

---11Haynes
-%-%-%1%*%

--**1First Post
-%-%*%*%*%

*---*Parcels to go
1%-%-%-%*%

--*-*Legal Post
-%-%*%-%*%

-----Yodel
-%-%-%-%-%

MHI (Mail Handling
-----International)
-%-%-%-%-%

-----Eagle Couriers
-%-%-%-%-%

-----Lynx
-%-%-%-%-%

-----One Post
-%-%-%-%-%

-----ENC
-%-%-%-%-%

-----Fast Track
-%-%-%-%-%

-----Neo Post
-%-%-%-%-%

-----Fastway Couriers
-%-%-%-%-%

-----Euro
-%-%-%-%-%

-----UK / British Mail
-%-%-%-%-%

-----Global Mailing
-%-%-%-%-%

-----Business Post
-%-%-%-%-%

-----AJG Parcels
-%-%-%-%-%

-----Parcel Live
-%-%-%-%-%

71316843Other answers
8%15%14%7%11%

Columns Tested: 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 who use 2 or more mail service providers
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7293120125410Unweighted total
8389115111398Weighted total

29355660179NET: RM
35%39%48%54%45%

cd

NET: Provider other than
54546051218RM
65%61%52%46%55%

aa
Columns Tested: 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 who use 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
310324451273038664031233619437Unweighted total
37891618255147803528315526422Weighted total

49*13166146*45652TNT
13%5%4%14%5%12%13%18%17%1%11%10%22%12%

dddkd

3811216553374242Parcelforce
10%13%9%9%5%12%12%7%8%10%23%8%7%10%

32-*11*2111347233UPS
8%-%3%5%6%1%4%14%4%11%12%12%7%8%

hll

27-1135*61126430UK Mail
7%-%9%3%10%9%*%7%4%5%6%12%14%7%

g

242*112463125-27DHL
6%19%2%8%5%4%8%7%8%5%7%8%-%6%

km

23*1134*44122226FedEx
6%5%4%5%13%8%*%5%12%5%6%4%7%6%

g

20-1136-44--3-22APC
5%-%4%5%10%12%-%5%13%-%-%5%-%5%

dgldgl

Interlink / Interlink
18-3*1*7215**-21Express / Direct
5%-%18%1%5%1%16%2%4%19%*%1%-%5%

bfhjlmbfhjlmbfhjlm

14111*26--3*2-17DX
4%15%5%7%2%4%12%-%-%11%1%4%-%4%

efmfefmefm

15-**1422---2416Hermes
4%-%3%3%5%8%4%2%-%-%-%4%14%4%

13-12-6-2112--15City Link Post
3%-%4%11%-%12%-%2%4%5%6%-%-%4%

bgmbfglm

6*12--22-3---9Local Courier
2%5%4%9%-%-%4%2%-%9%-%-%-%2%

mm

7***--22-12--8Pitney Bowes
2%1%3%3%-%-%4%2%-%5%6%-%-%2%

7------7-----7Wey Group International
2%-%-%-%-%-%-%9%-%-%-%-%-%2%

jkm

6----22-----26Freight - Better / Night
2%-%-%-%-%4%4%-%-%-%-%-%7%1%

31---1-*---2-4DPD
1%9%-%-%-%1%-%*%-%-%-%4%-%1%

fjm

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 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
310324451273038664031233619437Unweighted total
37891618255147803528315526422Weighted total

3-1-1-------24Parcels to go
1%-%6%-%5%-%-%-%-%-%-%-%7%1%

fm

2-*---2------2Priority Express
1%-%3%-%-%-%4%-%-%-%-%-%-%1%

m

2-*-*--2----*2Tuffnels
1%-%1%-%1%-%-%2%-%-%-%-%1%1%

2-----------22One Post
*%-%-%-%-%-%-%-%-%-%-%-%7%*%

-1-----------1Fastway Couriers
-%11%-%-%-%-%-%-%-%-%-%-%-%*%

befgjkm

*-*--------*-1Haynes
*%-%3%-%-%-%-%-%-%-%-%1%-%*%

m

---*---------*First Post
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

m

---*---------*ENC
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

m

---*---------*AJG Parcels
-%-%-%3%-%-%-%-%-%-%-%-%-%*%

m

*------*-----*Neo Post
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

MHI (Mail Handling
---*---------*International)
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

*-----*------*Yodel
*%-%-%-%-%-%*%-%-%-%-%-%-%*%

---*---------*Eagle Couriers
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
310324451273038664031233619437Unweighted total
37891618255147803528315526422Weighted total

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

682317571194715274Other answers
18%18%18%8%27%10%16%14%27%15%23%28%7%18%

jj
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 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131733939812231514721142785290437Unweighted total
6155117189174061003232532514398422Weighted total

65142815210424**124952TNT
10%9%12%15%3%13%11%13%15%9%19%17%15%12%12%

438272405371**-14142Parcelforce
6%6%7%14%12%10%5%11%4%3%15%-%4%10%10%

bdbf

1177833092421-*13133UPS
18%13%6%4%19%7%9%7%8%29%-%4%6%8%8%

abaa

7697*295251****2830UK Mail
12%10%8%4%2%7%5%8%4%4%5%7%3%7%7%

a

31816*276212*-112527DHL
4%1%7%8%2%7%6%6%8%12%-%11%7%6%6%

44513*256192***22326FedEx
6%7%4%7%3%6%6%6%9%8%6%4%12%6%6%

24610*214182*-*12022APC
3%7%5%5%2%5%4%6%7%11%-%7%6%5%5%

Interlink / Interlink
35310*217141-**12021Express / Direct
4%10%2%5%1%5%7%4%6%-%6%10%6%5%5%

b

211042153142**111517DX
4%2%8%2%15%4%3%4%8%7%5%18%6%4%4%

aaa

4-5711479-----1616Hermes
6%-%4%4%8%4%7%3%-%-%-%-%-%4%4%

f

4452*1587**-**1515City Link Post
7%7%4%1%1%4%8%2%2%4%-%4%1%4%4%

aaa

**45*918***--99Local Courier
1%*%3%2%1%2%1%2%1%3%5%-%-%2%2%

--71*825*---*88Pitney Bowes
-%-%6%1%1%2%2%2%*%-%-%-%1%2%2%

ad

2-2425-7-----77Wey Group International
3%-%2%2%11%1%-%2%-%-%-%-%-%2%2%

a

2-4--642-----66Freight - Better / Night
3%-%3%-%-%1%4%1%-%-%-%-%-%1%1%

aaa

*121*4131*-*134DPD
*%1%2%1%1%1%1%1%6%3%-%5%8%1%1%

aa

-**3-422-----44Parcels to go
-%1%*%2%-%1%2%1%-%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e,f - a,b - 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 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131733939812231514721142785290437Unweighted total
6155117189174061003232532514398422Weighted total

--2*-2-2*---*22Priority Express
-%-%2%*%-%1%-%1%1%-%-%-%1%1%1%

*2*-*2*2**-*-22Tuffnels
*%3%*%-%1%1%*%1%2%6%-%5%-%*%1%

a

2----22------22One Post
3%-%-%-%-%*%2%-%-%-%-%-%-%*%*%

aa

1*---11-*-*--11Fastway Couriers
1%1%-%-%-%*%1%-%*%-%5%-%-%*%*%

**--**1-*---**1Haynes
1%1%-%-%2%*%1%-%1%-%-%-%2%*%*%

aa

---*-*-*-----**First Post
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

--*--*-*-----**ENC
-%-%*%-%-%*%-%*%-%-%-%-%-%*%*%

---*-**------**AJG Parcels
-%-%-%*%-%*%*%-%-%-%-%-%-%*%*%

-**--*-**-*-*-*Neo Post
-%*%*%-%-%*%-%*%1%-%6%-%1%-%*%

MHI (Mail Handling
*--*-****---*-*International)
*%-%-%*%-%*%*%*%1%-%-%-%2%-%*%

a

-*---*-**---*-*Yodel
-%*%-%-%-%*%-%*%1%-%-%-%1%-%*%

-*--*--**---*-*Eagle Couriers
-%*%-%-%1%-%-%*%*%-%-%-%1%-%*%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f - a,b - 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 2 or more mail service providers
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131733939812231514721142785290437Unweighted total
6155117189174061003232532514398422Weighted total

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

511174237215593-1*27174Other answers
8%20%14%22%15%18%15%18%14%-%28%8%17%18%18%

dd
Columns Tested: a,b,c,d,e,f - a,b - 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 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324729083153746889114437Unweighted total
2171791232742333343729541244666988138422Weighted total

2919939*26242*1772171852TNT
14%10%7%14%2%7%16%6%14%8%7%16%11%3%19%13%12%

eeccc

142373012--38-*31682342Parcelforce
7%13%6%11%6%7%-%-%13%-%2%6%2%9%9%17%10%

bbcdf

14191122*74*21-264471033UPS
6%11%9%8%1%21%11%1%7%-%20%13%6%5%8%8%8%

abeacd

2351414721515**7576430UK Mail
11%3%12%5%30%6%4%12%5%3%4%17%7%10%6%3%7%

aaabcda

1512819-*3519--*3721527DHL
7%7%6%7%-%*%7%14%6%-%-%1%4%10%2%11%6%

debebe

14119162221191**557726FedEx
6%6%7%6%10%6%5%2%6%32%1%*%8%7%8%5%6%

165615225112-*7263522APC
7%3%5%5%7%7%14%3%4%-%2%15%2%9%3%3%5%

aaabd

Interlink / Interlink
911514212412-*2645421Express / Direct
4%6%4%5%9%2%5%10%4%-%3%4%8%6%6%3%5%

510510*1*214*32561*17DX
2%6%4%4%1%2%1%6%5%5%22%4%7%9%1%*%4%

abdeaab

41121424-28--2222816Hermes
2%6%2%5%9%11%-%5%3%-%-%5%3%3%2%6%4%

ba

8778242-7*13412415City Link Post
4%4%6%3%9%12%7%-%2%5%11%6%6%2%2%3%4%

ababb

5454-*--8---42*29Local Courier
2%2%4%1%-%1%-%-%3%-%-%-%6%3%1%2%2%

b

2121-2-15-214-1-8Pitney Bowes
1%1%1%*%-%5%-%3%2%-%15%3%5%-%1%-%2%

abca

7-44--2-5----4-47Wey Group International
3%-%3%1%-%-%5%-%2%-%-%-%-%5%-%3%2%

abd

4242-2--4----2226Freight - Better / Night
2%1%3%1%-%6%-%-%1%-%-%-%-%3%2%1%1%

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

Ofcom; Business Postal Tracker
Table 16  (continuation)                                                                                                                                                                        Page 182

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 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324729083153746889114437Unweighted total
2171791232742333343729541244666988138422Weighted total

13*3****3-***-124DPD
1%2%*%1%1%*%1%*%1%-%3%1%*%-%1%2%1%

*4*4----4---*--44Parcels to go
*%2%*%1%-%-%-%-%1%-%-%-%1%-%-%3%1%

2121---21---*-2-2Priority Express
1%*%1%*%-%-%-%5%*%-%-%-%1%-%2%-%1%

a

2*2*-*2*---***-22Tuffnels
1%*%2%*%-%*%5%1%-%-%-%*%*%*%-%1%1%

a

-2-2--2--2------2One Post
-%1%-%1%-%-%5%-%-%44%-%-%-%-%-%-%*%

a

-1-11-*---*-1---1Fastway Couriers
-%1%-%*%3%-%1%-%-%-%1%-%1%-%-%-%*%

aa

1--1*---*--1----1Haynes
*%-%-%*%1%-%-%-%*%-%-%2%-%-%-%-%*%

*-*-----*--*----*First Post
*%-%*%-%-%-%-%-%*%-%-%1%-%-%-%-%*%

-*-*---*-----*--*ENC
-%*%-%*%-%-%-%1%-%-%-%-%-%1%-%-%*%

-**-----*------**AJG Parcels
-%*%*%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

-*-*----*--**---*Neo Post
-%*%-%*%-%-%-%-%*%-%-%*%*%-%-%-%*%

MHI (Mail Handling
-*------*--**---*International)
-%*%-%-%-%-%-%-%*%-%-%*%*%-%-%-%*%

-*-*----*--*----*Yodel
-%*%-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

-*-*---*--*-----*Eagle Couriers
-%*%-%*%-%-%-%*%-%-%1%-%-%-%-%-%*%

-----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use 2 or more mail service providers
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324729083153746889114437Unweighted total
2171791232742333343729541244666988138422Weighted total

-----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

412719492141155*121410232374Other answers
19%15%15%18%11%4%11%30%19%3%10%5%21%15%26%17%18%

dedeee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use 2 or more mail service providers
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
31933415141431035017235841631040916595171437Unweighted total
31230811939628833814033939927339016186171422Weighted total

33431447343883748294615102752TNT
11%14%12%12%12%11%6%11%12%10%12%9%12%16%12%

eeee

272773929329403731358122242Parcelforce
9%9%6%10%10%10%7%12%9%11%9%5%13%13%10%

cc

27251829242512273120311351533UPS
9%8%15%7%8%7%8%8%8%7%8%8%6%9%8%

ab

23227292426924291829118930UK Mail
7%7%6%7%8%8%6%7%7%7%7%7%9%6%7%

151715211716920211521961227DHL
5%6%13%5%6%5%6%6%5%6%5%6%7%7%6%

ab

1822102519189222518231241026FedEx
6%7%9%6%7%5%7%6%6%7%6%7%4%6%6%

17163201821152022102276822APC
6%5%3%5%6%6%11%6%5%4%6%5%7%5%5%

abcd

Interlink / Interlink
18121211020517211221731121Express / Direct
6%4%1%5%3%6%3%5%5%4%5%4%3%7%5%

c

1413217111789171717143*17DX
5%4%2%4%4%5%6%3%4%6%4%9%4%*%4%

daa

1292161112*1314812102316Hermes
4%3%2%4%4%4%*%4%3%3%3%6%3%2%4%

eeeea

15136151112121515131574515City Link Post
5%4%5%4%4%4%9%5%4%5%4%4%5%3%4%

acf

673788387674159Local Courier
2%2%3%2%3%2%2%2%2%2%2%2%1%3%2%

331868478882428Pitney Bowes
1%1%1%2%2%2%3%2%2%3%2%1%5%1%2%

472745257574-47Wey Group International
1%2%2%2%1%2%1%2%2%2%2%2%-%2%2%

662666-46662226Freight - Better / Night
2%2%2%1%2%2%-%1%1%2%1%1%2%1%1%

422414124241*34DPD
1%1%2%1%*%1%1%1%1%1%1%*%*%2%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 2 or more mail service providers

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
31933415141431035017235841631040916595171437Unweighted total
31230811939628833814033939927339016186171422Weighted total

441413-14442-24Parcels to go
1%1%1%1%*%1%-%*%1%1%1%1%-%1%1%

221212*22222-*2Priority Express
1%1%1%1%*%1%*%1%1%1%1%1%-%*%1%

22*22**2222*-22Tuffnels
1%1%*%1%1%*%*%1%1%1%1%*%-%1%1%

2--2-2-22222--2One Post
1%-%-%*%-%1%-%1%*%1%*%1%-%-%*%

111111111111-*1Fastway Couriers
*%*%1%*%*%*%*%*%*%*%*%*%-%*%*%

11-1**-*1111--1Haynes
*%*%-%*%*%*%-%*%*%*%*%1%-%-%*%

-*-*-*--***-*-*First Post
-%*%-%*%-%*%-%-%*%*%*%-%1%-%*%

**-*********--*ENC
*%*%-%*%*%*%*%*%*%*%*%*%-%-%*%

-*-***--**-*--*AJG Parcels
-%*%-%*%*%*%-%-%*%*%-%*%-%-%*%

-************-*Neo Post
-%*%*%*%*%*%*%*%*%*%*%*%*%-%*%

MHI (Mail Handling
******-*****--*International)
*%*%*%*%*%*%-%*%*%*%*%*%-%-%*%

*--***-*****--*Yodel
*%-%-%*%*%*%-%*%*%*%*%*%-%-%*%

**-********-*-*Eagle Couriers
*%*%-%*%*%*%*%*%*%*%*%-%*%-%*%

---------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 2 or more mail service providers
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
31933415141431035017235841631040916595171437Unweighted total
31230811939628833814033939927339016186171422Weighted total

---------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

575420714859325972447226162974Other answers
18%18%17%18%17%17%23%17%18%16%19%16%19%17%18%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 2 or more mail service providers
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3125073179432309-4363814323944313181277437Unweighted total
3034969146417278-4223604153724133091174422Weighted total

4075155237-52455247523711152TNT
13%15%7%10%13%13%-%12%13%13%13%13%12%13%15%12%

2768124232-424040403831-442Parcelforce
9%12%12%8%10%12%-%10%11%10%11%9%10%-%6%10%

21310193322-3327312731233733UPS
7%5%14%13%8%8%-%8%8%8%7%8%7%28%9%8%

c

13*1693018-302530283021*730UK Mail
4%1%24%6%7%7%-%7%7%7%7%7%7%4%9%7%

bc

224*152517-271825192522-227DHL
7%8%*%10%6%6%-%6%5%6%5%6%7%-%3%6%

aa

186292620-262226212622-326FedEx
6%12%3%6%6%7%-%6%6%6%6%6%7%-%4%6%

164242211-2221222022162322APC
5%7%3%3%5%4%-%5%6%5%5%5%5%19%4%5%

Interlink / Interlink
152472110-211321182116-321Express / Direct
5%4%5%5%5%4%-%5%4%5%5%5%5%-%5%5%

13222179-171317171792417DX
4%4%3%1%4%3%-%4%4%4%5%4%3%20%5%4%

12-441615-161616161612-416Hermes
4%-%6%3%4%6%-%4%4%4%4%4%4%-%5%4%

12126157-1514151515141115City Link Post
4%2%3%4%4%2%-%4%4%4%4%4%5%12%2%4%

422296-979897-19Local Courier
1%5%3%1%2%2%-%2%2%2%2%2%2%-%2%2%

7-*384-858883--8Pitney Bowes
2%-%1%2%2%1%-%2%2%2%2%2%1%-%-%2%

5-2475-777575-27Wey Group International
2%-%3%2%2%2%-%2%2%2%1%2%2%-%2%2%

42-266-666466--6Freight - Better / Night
1%4%-%1%1%2%-%1%2%1%1%1%2%-%-%1%

4-*242-444243-14DPD
1%-%1%1%1%1%-%1%1%1%*%1%1%-%1%1%

4-*142-424443-14Parcels to go
1%-%1%1%1%1%-%1%1%1%1%1%1%-%1%1%

2-*12*-222222-*2Priority Express
1%-%1%*%1%*%-%1%1%1%1%1%1%-%1%1%

Columns Tested: 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 2 or more mail service providers
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3125073179432309-4363814323944313181277437Unweighted total
3034969146417278-4223604153724133091174422Weighted total

2--222-222222--2Tuffnels
1%-%-%1%1%1%-%1%1%1%1%1%1%-%-%1%

--2----222222--2One Post
-%-%3%-%-%-%-%*%*%*%*%*%1%-%-%*%

c

*-1111-111111--1Fastway Couriers
*%-%1%*%*%*%-%*%*%*%*%*%*%-%-%*%

**--11-11111*-*1Haynes
*%1%-%-%*%*%-%*%*%*%*%*%*%-%1%*%

-*-***-*-***--**First Post
-%1%-%*%*%*%-%*%-%*%*%*%-%-%1%*%

*---**-***-**--*ENC
*%-%-%-%*%*%-%*%*%*%-%*%*%-%-%*%

*--***-******--*AJG Parcels
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

*--***-******--*Neo Post
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

MHI (Mail Handling
**-***-******--*International)
*%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

*---*--******--*Yodel
*%-%-%-%*%-%-%*%*%*%*%*%*%-%-%*%

-*--*--*****-*-*Eagle Couriers
-%*%-%-%*%-%-%*%*%*%*%*%-%1%-%*%

----------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: 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 2 or more mail service providers
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3125073179432309-4363814323944313181277437Unweighted total
3034969146417278-4223604153724133091174422Weighted total

58106287349-746473637350*1774Other answers
19%20%9%19%17%18%-%18%18%18%17%18%16%3%24%18%

a
Columns Tested: 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 2 or more mail service providers
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a

Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038526413834262743012031725943126437Unweighted total
837425513531252841511530723742139422Weighted total

*403711*3025012403441452TNT
1%11%15%8%1%12%24%12%10%13%14%10%10%12%

a

236269624-4210322341542Parcelforce
22%10%10%7%19%9%-%10%8%10%10%9%11%10%

*302013124-338252021133UPS
6%8%8%10%2%10%-%8%7%8%8%4%8%8%

-271512-19-306231251330UK Mail
-%7%6%9%-%7%-%7%5%8%5%12%9%7%

123177219*27621172927DHL
16%6%7%5%6%8%1%7%6%7%7%4%6%6%

-251213518-26916136626FedEx
-%7%5%9%16%7%-%6%8%5%6%14%5%6%

a

-22138211-22616102922APC
-%6%5%6%6%4%-%5%5%5%4%5%7%5%

Interlink / Interlink
-19164113-2161512*921Express / Direct
-%5%6%3%5%5%-%5%6%5%5%1%6%5%

116961611651214*217DX
16%4%3%4%4%2%17%4%4%4%6%*%2%4%

-1488211-1610546616Hermes
-%4%3%6%6%5%-%4%9%2%2%13%4%4%

aac

21097-10-1531281615City Link Post
30%3%3%5%-%4%-%4%3%4%4%3%4%4%

-86322-9275-49Local Courier
-%2%2%2%7%1%-%2%2%2%2%-%3%2%

a

-73--3-8267-*8Pitney Bowes
-%2%1%-%-%1%-%2%2%2%3%-%*%2%

-744-5-7-75-27Wey Group International
-%2%1%3%-%2%-%2%-%2%2%-%1%2%

-46--2-624-426Freight - Better / Night
-%1%2%-%-%1%-%1%2%1%-%8%2%1%

acc

-44**3-4133*14DPD
-%1%1%*%1%1%-%1%1%1%1%*%1%1%

-431-3-4*43-14Parcels to go
-%1%1%1%-%1%-%1%*%1%1%-%1%1%

-2212*-22*2-*2Priority Express
-%1%1%*%6%*%-%1%2%*%1%-%*%1%
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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 2 or more mail service providers

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038526413834262743012031725943126437Unweighted total
837425513531252841511530723742139422Weighted total

-22--*-2-2*-22Tuffnels
-%1%1%-%-%*%-%1%-%1%*%-%1%1%

-22--2-22---22One Post
-%*%1%-%-%1%-%*%2%-%-%-%1%*%

a

-1*1---1-1*-11Fastway Couriers
-%*%*%*%-%-%-%*%-%*%*%-%*%*%

-*-1**-1-1**-1Haynes
-%*%-%1%2%*%-%*%-%*%*%1%-%*%

-**-*--**---**First Post
-%*%*%-%2%-%-%*%*%-%-%-%*%*%

a

*-*----*-*-*-*ENC
6%-%*%-%-%-%-%*%-%*%-%1%-%*%

-*-*---*-*--**AJG Parcels
-%*%-%*%-%-%-%*%-%*%-%-%*%*%

-**--*-*-**-**Neo Post
-%*%*%-%-%*%-%*%-%*%*%-%*%*%

MHI (Mail Handling
-**--*-*-**--*International)
-%*%*%-%-%*%-%*%-%*%*%-%-%*%

*--*-*-*-*-*-*Yodel
2%-%-%*%-%*%-%*%-%*%-%*%-%*%

-**--*-*-**--*Eagle Couriers
-%*%*%-%-%*%-%*%-%*%*%-%-%*%

--------------Lynx
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fast Track
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Euro
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------UK / British Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Global Mailing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Business Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Legal Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Parcel Live
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use 2 or more mail service providers
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038526413834262743012031725943126437Unweighted total
837425513531252841511530723742139422Weighted total

-68402864547021534262474Other answers
-%18%16%21%18%18%58%17%19%17%18%15%17%18%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV5c. Which mail service provider would you consider as your organisation's main provider (in addition to, or other than, Royal Mail)?
Base: All Respondents who use 2 or more mail service providers
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
80102126129437Unweighted total
9297119115422Weighted total

119161652TNT
12%10%13%14%12%

121161342Parcelforce
13%12%5%11%10%

b

41171033UPS
5%12%6%9%8%

1358430UK Mail
14%5%7%3%7%

ac

967427DHL
10%6%6%4%6%

5513326FedEx
6%5%11%3%6%

a

2510422APC
2%6%9%3%5%

Interlink / Interlink
463821Express / Direct
4%6%3%7%5%

*211417DX
*%2%1%12%4%

bcd

722516Hermes
7%2%2%4%4%

b

315715City Link Post
3%1%4%6%4%

c

-2529Local Courier
-%2%4%2%2%

-4318Pitney Bowes
-%4%2%1%2%

22227Wey Group International
2%2%2%2%2%

24--6Freight - Better / Night
2%4%-%-%1%

ab

311*4DPD
3%1%*%*%1%

2--24Parcels to go
2%-%-%2%1%

*--22Priority Express
1%-%-%2%1%

Columns Tested: 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 2 or more mail service providers
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
80102126129437Unweighted total
9297119115422Weighted total

-*2*2Tuffnels
-%*%2%*%1%

---22One Post
-%-%-%2%*%

*1--1Fastway Couriers
1%1%-%-%*%

---11Haynes
-%-%-%1%*%

--*-*First Post
-%-%*%-%*%

---**ENC
-%-%-%*%*%

*---*AJG Parcels
1%-%-%-%*%

---**Neo Post
-%-%-%*%*%

MHI (Mail Handling
--***International)
-%-%*%*%*%

--*-*Yodel
-%-%*%-%*%

---**Eagle Couriers
-%-%-%*%*%

-----Lynx
-%-%-%-%-%

-----Fast Track
-%-%-%-%-%

-----Euro
-%-%-%-%-%

-----UK / British Mail
-%-%-%-%-%

-----Global Mailing
-%-%-%-%-%

-----Business Post
-%-%-%-%-%

-----Legal Post
-%-%-%-%-%

-----Parcel Live
-%-%-%-%-%

1220281474Other answers
13%21%24%12%18%

a
Columns Tested: 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 2 or more mail service providers
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

127360677884194176255109106103159881478Letters
92%96%90%89%95%93%93%92%94%91%92%90%92%92%

jk

Other everyday
correspondence, such as
invoices, one off bills

109347556874180154220878688134701262etc.
79%74%73%78%84%86%81%79%75%74%79%76%73%79%

abdekl

7923233475210310717354657210759904Large letters
57%50%44%55%59%50%57%62%47%56%64%61%62%56%

ekkkkehklkehklekek

6402226424694941344249618634730Parcels and packets
46%35%35%49%52%45%50%48%36%42%55%49%35%45%

ekleklaeklekleklaeklkl

Bulk customer mailings,
such as bills,
statements, customer

230121115174324481723163112268packs etc.
17%19%15%17%20%21%13%17%15%19%14%17%12%17%

Advertising and
promotional material,
such as catalogues,
brochures and direct

1414791025222610148198161mail
10%7%9%11%11%12%12%9%9%12%7%11%8%10%

Publications, such as
magazines, periodicals,

44324174153292*52customer newsletters
3%4%2%5%2%3%2%5%2%2%8%1%*%3%

abdgikm

Goods / business
supplies / large packets

3--*---21----4ordered via lorry
*%-%-%1%-%-%-%1%1%-%-%-%-%*%

Legal / accounts
2-**--2------2documents / tax forms
*%-%*%*%-%-%1%-%-%-%-%-%-%*%

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

3415314213*642244None of These
2%2%6%4%1%2%1%5%*%6%3%1%2%3%

begmeeeg

3*-*---*-3**-4Other
*%*%-%1%-%-%-%*%-%2%*%*%-%*%

fkm

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

NET: (Large) Letters,
132561688285202185260113110108170921536Packets and parcels

96%97%91%94%97%97%98%94%98%94%97%96%96%96%

kkkkk

329151622245642702229274216382NET: Bulk mailings
24%24%21%25%27%27%23%25%19%25%24%24%17%24%

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 (this is once a month or more frequently than that)?
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

8810228010065614214301048618793614171478Letters
93%97%96%90%94%92%93%92%95%95%100%98%93%92%92%

aaa

Other everyday
correspondence, such as
invoices, one off bills

7993260831411221371892536593212101262etc.
83%88%89%75%69%79%80%78%82%70%77%91%83%79%79%

aaadbeaee

7776225526388662536515277929853904Large letters
81%73%77%47%65%56%55%57%80%83%94%93%74%55%56%

aaaaaabfabfa

8592183369346951935364064723689730Parcels and packets
89%88%63%33%58%45%42%47%63%70%60%76%59%45%45%

ababaabaaaaba

Bulk customer mailings,
such as bills,
statements, customer

33398111411257891782223513245268packs etc.
35%37%28%10%18%17%19%16%35%26%36%54%32%16%17%

aaaaaaabefa

Advertising and
promotional material,
such as catalogues,
brochures and direct

202354641115055107122226149161mail
21%22%19%6%19%10%12%9%19%18%32%25%16%10%10%

aaaaaaabfaa

Publications, such as
magazines, periodicals,

13716177459435*1124852customer newsletters
13%7%5%2%12%3%2%4%7%4%9%14%6%3%3%

abaaaaaaa

Goods / business
supplies / large packets

*-12-412*-*--44ordered via lorry
1%-%*%*%-%*%*%*%*%-%2%-%-%*%*%

ab

Legal / accounts
*-2-2**2*--**22documents / tax forms
*%-%1%-%3%*%*%*%1%-%-%1%1%*%*%

aa

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

---4414313311*--14344None of These
-%-%-%4%1%3%3%3%1%4%-%-%2%3%3%

bcd

-112*3*31-1--34Other
-%1%*%*%1%*%*%*%1%-%10%-%-%*%*%

aaabcef

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QV6a. Which of the following types of mail does your organisation send regularly (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
95105288104858147844210946287103714741536Packets and parcels

100%100%99%94%98%96%95%96%97%96%100%100%96%96%96%

aaa

4350111178213611202623034617352382NET: Bulk mailings
45%48%38%16%36%23%26%23%47%37%50%61%44%23%24%

aaaaaaaabefa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QV6a. Which of the following types of mail does your organisation send regularly (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

2031681132582741387013031028762122323066141478Letters
94%94%92%95%91%95%87%93%92%100%98%97%97%97%98%85%92%

aaaaa

Other everyday
correspondence, such as
invoices, one off bills

17514492226233831671103827711982172714711262etc.
81%80%75%83%79%89%71%89%78%82%95%90%91%91%87%65%79%

cacaaaaa

131128791802333315676282664166163200278904Large letters
61%71%64%66%78%76%73%74%54%82%90%81%76%68%64%39%56%

baaaaabcdabcabaa

1881311102092641436855281753132125153242730Parcels and packets
87%73%89%76%88%95%100%91%39%82%60%67%61%52%49%34%45%

aaaaabeaaabcabaa

Bulk customer mailings,
such as bills,
statements, customer

61523084131814202022143874524839268packs etc.
28%29%25%31%44%42%33%26%14%25%50%49%34%22%15%5%17%

ababaaabcdabcdabcaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

28291938911107124291842402425161mail
13%16%16%14%30%25%23%9%9%22%33%23%19%17%8%4%10%

ababababcdabababa

Publications, such as
magazines, periodicals,

997122*573945866111352customer newsletters
4%5%5%4%5%1%11%9%3%37%19%10%3%2%3%2%3%

adaabcdabcd

Goods / business
supplies / large packets

4-221*-*2--2*-2-4ordered via lorry
2%-%1%1%4%1%-%*%*%-%-%2%*%-%1%-%*%

aacd

Legal / accounts
-2-2---2**--2---2documents / tax forms
-%1%-%1%-%-%-%2%*%1%-%-%1%-%-%-%*%

aa

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

-*-*----44------4444None of These
-%*%-%*%-%-%-%-%3%-%-%-%-%-%-%6%3%

bcdef

-2-2---*4---*2-24Other
-%1%-%1%-%-%-%*%*%-%-%-%*%1%-%*%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV6a. Which of the following types of mail does your organisation send regularly (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

-----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
2151791232713043437313471029782132373106591536Packets and parcels
99%100%100%99%100%100%100%97%95%100%100%100%98%99%99%92%96%

aaaaa

78614198162119282984174391867171382NET: Bulk mailings
36%34%33%36%53%49%44%38%21%45%59%55%42%36%23%10%24%

aaaaabcdabcdababa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV6a. Which of the following types of mail does your organisation send regularly (this is once a month or more frequently than that)?
Base: All respondents
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

1060116822814456341222371685147887814784752727221478Letters
99%98%98%98%95%96%98%94%98%97%100%95%96%89%92%

adddfdbcdefaa

Other everyday
correspondence, such as
invoices, one off bills

89899518812125421262341600122877412184292345941262etc.
83%83%80%82%81%100%90%82%82%86%82%86%83%73%79%

abcdeabcdacaa

689780183886473776275518904904878347194360904Large letters
64%65%78%60%71%61%72%71%60%100%59%70%69%44%56%

abbacfacfacdefaa

526570191689527602228730697518685289143293730Parcels and packets
49%48%82%47%79%47%60%100%46%57%46%58%51%36%45%

bbacfabcefacfaba

Bulk customer mailings,
such as bills,
statements, customer

224218632621392492661692631922611156487268packs etc.
21%18%27%18%21%20%70%23%18%21%18%23%23%11%17%

ababcdfacacaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

130137411577314616197161126161823346161mail
12%12%18%11%11%11%42%13%11%14%11%16%12%6%10%

ababcdfacaa

Publications, such as
magazines, periodicals,

383915462544523352405028141152customer newsletters
4%3%7%3%4%3%14%5%3%4%3%6%5%1%3%

babcdfaa

Goods / business
supplies / large packets

44*4242242413-4ordered via lorry
*%*%*%*%*%*%1%*%*%*%*%*%1%-%*%

a

Legal / accounts
22*222*22222--2documents / tax forms
*%*%*%*%*%*%*%*%*%*%*%*%-%-%*%

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

-2-2-4--2-2*23944None of These
-%*%-%*%-%*%-%-%*%-%*%*%1%5%3%

bc

132334*33233*14Other
*%*%1%*%*%*%*%*%*%*%*%1%*%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV6a. Which of the following types of mail does your organisation send regularly (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
1076119323414806691242377730150390414784972787501536Packets and parcels
100%100%100%100%100%98%99%100%100%100%100%100%99%93%96%

efefefefaba

3083058336919134338023037727737316887124382NET: Bulk mailings
29%26%35%25%28%27%100%31%25%31%25%34%31%15%24%

ababcdfacfacaa
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV6a. Which of the following types of mail does your organisation send regularly (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

11202271293361453843-147111301456125814531181362511478Letters
92%95%88%94%93%94%-%92%94%93%94%93%92%100%96%92%

ac

Other everyday
correspondence, such as
invoices, one off bills

940196124279123672821259969123710991232999292221262etc.
77%82%85%78%79%81%100%79%81%79%82%79%78%82%85%79%

cc

67314090230893563-90473489984689870624171904Large letters
55%58%62%64%57%63%-%57%61%57%63%58%55%65%66%56%

bbceacec

52910396227724494-72865472166971656021131730Parcels and packets
44%43%66%64%46%55%-%46%54%46%50%46%44%58%50%45%

bcabbabceacec

Bulk customer mailings,
such as bills,
statements, customer

197412977264167-2682322602402602061053268packs etc.
16%17%20%22%17%19%-%17%19%17%18%17%16%28%20%17%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

11912284516089-161136160151159122530161mail
10%5%19%13%10%10%-%10%11%10%11%10%9%14%12%10%

bbc

Publications, such as
magazines, periodicals,

3779185230-52435245523551552customer newsletters
3%3%6%5%3%3%-%3%4%3%3%3%3%14%6%3%

ccc

Goods / business
supplies / large packets

2-2*44-444244--4ordered via lorry
*%-%1%*%*%*%-%*%*%*%*%*%*%-%-%*%

c

Legal / accounts
2***22-22222*-22documents / tax forms
*%*%*%*%*%*%-%*%*%*%*%*%*%-%1%*%

c

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

413*54010-431442244240*144None of These
3%1%*%2%3%1%-%3%1%3%2%3%3%*%*%3%

aaddda
Columns Tested: 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 (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

2-1242-424344--4Other
*%-%1%1%*%*%-%*%*%*%*%*%*%-%-%*%

----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
11582291453501511879-152811741510131015031225362571536Packets and parcels

95%96%100%98%96%98%-%96%98%96%97%96%95%100%99%96%

bcbaceec

2895239105378231-3823243753433742951572382NET: Bulk mailings
24%22%27%29%24%26%-%24%27%24%26%24%23%42%28%24%

bc
Columns Tested: 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 (this is once a month or more frequently than that)?
Base: All respondents
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

7346109136411595995138346210161186921881478Letters
84%92%93%92%94%92%89%92%91%93%93%89%91%92%

Other everyday
correspondence, such as
invoices, one off bills

7297918321948227111923838801012801611262etc.
84%79%78%81%77%79%66%80%75%80%79%77%78%79%

bb

6236647243735802887624366172263114904Large letters
78%63%55%61%60%56%27%59%48%60%56%60%56%56%

bbb

7301491214514501871220652448778158730Parcels and packets
84%80%42%54%41%43%17%48%40%48%38%75%77%45%

bbbcc

Bulk customer mailings,
such as bills,
statements, customer

59717491211654263672011862457268packs etc.
59%26%15%23%17%16%4%18%13%18%14%23%28%17%

bbbcc

Advertising and
promotional material,
such as catalogues,
brochures and direct

45111246131045156441181131630161mail
51%13%10%12%10%10%5%10%9%11%9%16%14%10%

cc

Publications, such as
magazines, periodicals,

*1041113332501240376952customer newsletters
6%3%4%3%2%3%2%3%2%4%3%5%4%3%

Goods / business
supplies / large packets

-422-2-4224--4ordered via lorry
-%1%*%*%-%*%-%*%*%*%*%-%-%*%

Legal / accounts
-2*2**-2-22-*2documents / tax forms
-%1%*%*%*%*%-%*%-%*%*%-%*%*%

b

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

-3347529638182641-244None of These
-%1%3%2%4%3%6%3%4%2%3%-%1%3%

-22111-4132-14Other
-%*%*%*%1%*%-%*%*%*%*%-%1%*%

a
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 (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
OFC1885
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: (Large) Letters,
83701123382117988961440475106112171042041536Packets and parcels

100%98%96%97%95%95%90%96%93%97%95%100%99%96%

bbcc

51212671102924712370992832833066382NET: Bulk mailings
59%32%23%28%24%24%11%25%20%26%22%29%32%24%

bbbc
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 (this is once a month or more frequently than that)?
Base: All respondents

Produced by OLR
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3583643793761478Letters
90%89%94%96%92%

cdcd

Other everyday
correspondence, such as
invoices, one off bills

2933133233331262etc.
73%76%80%85%79%

dcd

195222236251904Large letters
49%54%59%64%56%

dcd

169182191187730Parcels and packets
42%44%47%48%45%

Bulk customer mailings,
such as bills,
statements, customer

33478899268packs etc.
8%11%22%25%17%

cdcd

Advertising and
promotional material,
such as catalogues,
brochures and direct

33224363161mail
8%5%11%16%10%

cbcd

Publications, such as
magazines, periodicals,

113211852customer newsletters
3%1%5%5%3%

ccc

Goods / business
supplies / large packets

2-*24ordered via lorry
*%-%*%*%*%

Legal / accounts
--*22documents / tax forms
-%-%*%1%*%

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

16186444None of These
4%4%1%1%3%

abab

3***4Other
1%*%*%*%*%

-----Don't Know
-%-%-%-%-%

Columns Tested: a,b,c,d
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QV6a. Which of the following types of mail does your organisation send regularly (this is once a month or more frequently than that)?
Base: All respondents
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

NET: (Large) Letters,
3753903883841536Packets and parcels
94%95%96%98%96%

cd

6366119134382NET: Bulk mailings
16%16%29%34%24%

cdcd

Columns Tested: 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 (this is once a month or more frequently than that)?
Base: All respondents
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
951165174194811101231901071097297621484Unweighted total

127360677884194176255109106103159881478Weighted total

12315864778318717224210610399153861430Standard delivery
97%96%96%99%98%97%98%95%97%97%96%96%98%97%

fkl

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

213111310192826461721153011248system)
17%19%20%13%23%14%15%18%15%20%15%19%13%17%

145874922163271715217164International delivery
11%13%10%5%10%11%9%13%6%16%15%13%8%11%

jjjejjj

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1424466161939121713146157day delivery)
11%7%6%8%7%8%11%16%11%16%13%9%7%11%

jkljkl

Urgent delivery (send /
receive mail that needs

112323620102451711154121to arrive rapidly)
9%5%3%4%7%11%5%9%5%16%11%10%4%8%

jkjkjkaegjklmjkk

-18-----------18Cross-Border Delivery
-%29%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

9-*---2213--210Other (PLEASE SPECIFY)
1%-%1%-%-%-%1%1%1%2%-%-%2%1%

jlj

None of these (DO NOT
6------211--26READ OUT)
1%-%-%-%-%-%-%1%1%1%-%-%2%*%

j

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
306151515235137662428214015350Timed Mail
24%25%22%19%28%26%21%26%22%27%20%25%17%24%

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

Ofcom; Business Postal Tracker
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1441232989191161368472101237349425422811111484Unweighted total
8810228010065614214301048618793614171478Weighted total

82992689815513764171013608793513711430Standard delivery
93%97%96%97%97%97%97%97%98%97%100%100%97%97%97%

d

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2631621291023863184183249230248system)
29%30%22%13%17%17%15%18%30%40%24%40%26%16%17%

aaaaaaba

26284268715743121172249147164International delivery
29%27%15%7%12%11%10%12%27%29%23%39%24%10%11%

ababaaaaaba

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

191939811214639118132227144157day delivery)
21%18%14%8%21%10%9%11%22%27%24%22%20%10%11%

aaaaaaaaa

Urgent delivery (send /
receive mail that needs

161133623117289392115112121to arrive rapidly)
18%11%12%6%6%8%7%9%15%19%16%16%13%8%8%

aaaaaaaa

22310*177113***21518Cross-Border Delivery
3%2%1%1%1%1%2%1%4%3%3%3%5%1%1%

aa

4131-1037-----1010Other (PLEASE SPECIFY)
5%1%1%*%-%1%1%1%-%-%-%-%-%1%1%

abaa

None of these (DO NOT
*--6-634*---*66READ OUT)
*%-%-%1%-%*%1%*%*%-%-%-%1%*%*%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
33348719616334922582342412328350Timed Mail
37%34%31%19%29%23%21%25%37%45%31%45%34%23%24%

aaaaaaa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
19918910628138495087126013761172402133005251484Unweighted total
2031681132582741387013031028762122323066141478Weighted total

193164105252273936631265827742032273005921430Standard delivery
95%97%93%97%99%95%97%91%97%82%97%98%96%98%98%96%97%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

38442459971117203181245543890248system)
19%26%21%23%34%18%28%25%16%10%27%15%21%23%13%15%17%

aaaabeabab

4636325113131216111371337283046164International delivery
23%22%28%20%47%31%32%23%8%30%25%17%17%12%10%8%11%

abaaaabcabab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

26371448766813034732292260157day delivery)
13%22%12%19%28%13%17%11%10%26%14%10%15%13%7%10%11%

bababb

Urgent delivery (send /
receive mail that needs

17241229672997*6719162250121to arrive rapidly)
8%15%11%11%21%17%6%13%7%4%23%9%9%7%7%8%8%

acaabcde

2222111*15-22423518Cross-Border Delivery
1%1%2%1%3%3%2%*%1%-%7%2%2%1%1%1%1%

abcd

2212--3-74-2-3-110Other (PLEASE SPECIFY)
1%1%1%1%-%-%8%-%1%37%-%2%-%1%-%*%1%

abdabdb

None of these (DO NOT
1-*1*---6---*--66READ OUT)
1%-%*%1%1%-%-%-%*%-%-%-%*%-%-%1%*%

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
51593279111013232933913596665135350Timed Mail
25%35%28%31%41%25%34%33%22%28%32%17%28%29%21%22%24%

baaaeee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1091118629214576721216441730148493614844952896931484Unweighted total
1060116822814456341222371685147887814784752727221478Weighted total

1048115322114305961186359655143085114304562667001430Standard delivery
99%99%97%99%94%97%97%96%97%97%97%96%98%97%97%

ac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

16721491232248204731682481942489938109248system)
16%18%40%16%39%17%20%24%17%22%17%21%14%15%17%

bbacfacfab

13614616416313613461129164133164832852164International delivery
13%12%72%11%21%11%16%19%11%15%11%18%10%7%11%

abbacfabcfacfab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1151406015015713149105157125157732362157day delivery)
11%12%26%10%25%11%13%15%11%14%11%15%8%9%11%

bbacfacfab

Urgent delivery (send /
receive mail that needs

851125611712199438312199121542244121to arrive rapidly)
8%10%25%8%19%8%12%12%8%11%8%11%8%6%8%

abbacfacfacfa

1313181691451018111882818Cross-Border Delivery
1%1%8%1%1%1%1%1%1%1%1%2%1%1%1%

ab

753767181071081-10Other (PLEASE SPECIFY)
1%*%1%*%1%1%*%1%1%1%1%2%*%-%1%

a

None of these (DO NOT
13-3*321646--66READ OUT)
*%*%-%*%*%*%1%*%*%*%*%-%-%1%*%

c

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2392961083253502949921835026535014059150350Timed Mail
23%25%47%22%55%24%27%32%24%30%24%30%22%21%24%

bbcacfacfab

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
11082291453881460878-147911601468129514661173342661484Unweighted total
11202271293361453843-147111301456125814531181362511478Weighted total

10842201233291406808-142410851409121414061148292401430Standard delivery
97%97%96%98%97%96%-%97%96%97%96%97%97%82%96%97%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

181363192245182-2482132462362441931342248system)
16%16%24%27%17%22%-%17%19%17%19%17%16%36%17%17%

bcabbac

1152028124163117-164133162150160127633164International delivery
10%9%21%37%11%14%-%11%12%11%12%11%11%18%13%11%

bcab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

125122065155117-156132155153154123530157day delivery)
11%5%16%19%11%14%-%11%12%11%12%11%10%14%12%11%

bbabb

Urgent delivery (send /
receive mail that needs

9414126011994-12110811911911895426121to arrive rapidly)
8%6%9%18%8%11%-%8%10%8%9%8%8%10%10%8%

abb

1332161714-1815181718121418Cross-Border Delivery
1%1%1%5%1%2%-%1%1%1%1%1%1%4%1%1%

ab

6*3185-109108108-210Other (PLEASE SPECIFY)
1%*%2%*%1%1%-%1%1%1%1%1%1%-%1%1%

bc

None of these (DO NOT
42**65-656563-26READ OUT)
*%1%*%*%*%1%-%*%*%*%*%*%*%-%1%*%

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2575043120348248-3482983483363472701565350Timed Mail
23%22%33%36%24%29%-%24%26%24%27%24%23%42%26%24%

bcabbac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
9361109436511498293139145610281199941741484Unweighted total
7346109136411595995138346210161186921881478Weighted total

733310583511099329413374469841145921821430Standard delivery
98%96%97%96%95%97%99%97%97%97%96%100%97%97%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*7318261231522246621851901939248system)
3%21%17%17%20%16%2%18%13%18%16%20%21%17%

bb

*7511746151104160431211061344164International delivery
3%22%11%13%13%11%4%12%9%12%9%14%23%11%

bc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*521233115974153521051181226157day delivery)
5%15%11%9%13%10%4%11%11%10%10%14%14%11%

b

Urgent delivery (send /
receive mail that needs

*3991301468*121358694918121to arrive rapidly)
2%11%8%8%13%7%*%9%8%8%8%9%9%8%

ab

-412511111761214*218Cross-Border Delivery
-%1%1%1%1%1%1%1%1%1%1%*%1%1%

-4733718737-310Other (PLEASE SPECIFY)
-%1%1%1%2%1%1%1%1%*%1%-%2%1%

a

None of these (DO NOT
-3322115156--6READ OUT)
-%1%*%*%2%*%1%*%*%*%1%-%-%*%

a

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*99258842921463441002502682457350Timed Mail
7%29%24%23%25%22%6%25%22%25%23%27%30%24%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3433673863881484Unweighted total
3583643793761478Weighted total

3353573713671430Standard delivery
93%98%98%98%97%

ddd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

48636769248system)
14%17%18%18%17%

28355546164International delivery
8%10%15%12%11%

cdd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

34414735157day delivery)
9%11%12%9%11%

Urgent delivery (send /
receive mail that needs

29243533121to arrive rapidly)
8%7%9%9%8%

573318Cross-Border Delivery
2%2%1%1%1%

3*2510Other (PLEASE SPECIFY)
1%*%*%1%1%

None of these (DO NOT
31*26READ OUT)
1%*%*%*%*%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

NET: Urgent / Tracked /
72859895350Timed Mail
20%23%26%25%24%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
63797961285464791366276536944958Unweighted total
7923233475210310717354657210759904Weighted total

738293045489210015850626810554842Standard delivery
93%92%91%96%93%89%93%92%93%95%95%98%91%93%

h

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1457781219232891513169167system)
18%23%21%18%22%19%21%16%16%23%19%15%16%18%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

9752621113267915104110day delivery)
12%15%7%13%4%11%12%15%13%14%21%9%7%12%

iiiik

946347108274108182107International delivery
12%18%9%8%13%10%8%15%7%15%11%17%4%12%

agjaa

Urgent delivery (send /
receive mail that needs

85412615819110177292to arrive rapidly)
11%12%4%5%11%15%7%11%3%15%23%7%3%10%

ejkekejkkaejkabefgjk

m

-9-----------9Cross-Border Delivery
-%30%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

3-*-----1---24Other (PLEASE SPECIFY)
*%-%1%-%-%-%-%-%2%-%-%-%3%*%

mfjm

None of these (DO NOT
6------4--2-*6READ OUT)
1%-%-%-%-%-%-%2%-%-%2%-%*%1%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2031091214302843121822259234Timed Mail
26%31%27%25%27%29%26%25%23%28%31%24%16%26%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
12810324448396862279679314444049181644958Unweighted total
7776225526388662536515277929853904Weighted total

7371206492358072366065077928792842Standard delivery
95%93%91%94%91%93%93%93%97%96%100%100%96%93%93%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

25185271716044123143147153167system)
32%24%23%14%18%18%17%19%28%37%21%44%23%18%18%

aaaaababdf

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

81433557104298191214101110day delivery)
11%18%15%10%17%12%11%13%17%17%26%16%15%12%12%

aaa

211337363103238413124694107International delivery
27%17%17%7%8%12%9%13%25%19%23%41%22%11%12%

abaaaaabefa

Urgent delivery (send /
receive mail that needs

101127445872270711138692to arrive rapidly)
13%15%12%8%14%10%9%11%13%17%20%17%10%10%10%

a

213419362***189Cross-Border Delivery
2%2%1%1%1%1%1%1%3%5%3%2%3%1%1%

aaa

2-1--422-----44Other (PLEASE SPECIFY)
3%-%1%-%-%*%1%*%-%-%-%-%-%*%*%

a

None of these (DO NOT
2--4-624*---*56READ OUT)
2%-%-%1%-%1%1%1%*%-%-%-%*%1%1%

b

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
272166119922561173183248216234Timed Mail
35%28%29%23%24%26%24%27%34%41%32%49%28%25%26%

aaaaabf

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
14315280214353943727691269101189158195234958Unweighted total
131128791802333315676282664166163200278904Weighted total

122118691702233264971182362159157187246842Standard delivery
93%92%88%95%97%100%83%89%93%100%90%97%96%96%94%89%93%

cbccaaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2138203965912134181430363346167system)
16%29%25%22%28%17%28%22%18%12%31%21%18%22%16%16%18%

babd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

112582733659414519201744110day delivery)
8%19%10%15%11%9%19%9%12%11%17%8%11%12%9%16%12%

bbe

223013385941178361029182119107International delivery
17%23%17%21%21%28%13%20%10%36%23%16%17%11%10%7%12%

aaaabcaa

Urgent delivery (send /
receive mail that needs

12228262541071*551417232892to arrive rapidly)
9%17%10%15%8%16%13%18%9%6%20%8%8%10%12%10%10%

baacde

13131*117-1122229Cross-Border Delivery
*%2%1%1%3%1%2%1%1%-%4%2%1%1%1%1%1%

a

2212--3-*2-2----4Other (PLEASE SPECIFY)
1%1%2%1%-%-%10%-%*%23%-%3%-%-%-%-%*%

abdabcd

None of these (DO NOT
*-*-----6-2----46READ OUT)
*%-%*%-%-%-%-%-%1%-%7%-%-%-%-%1%1%

abcde

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
284622527810171921101540415275234Timed Mail
21%36%28%29%29%24%30%31%25%14%38%23%24%25%26%27%26%

bde

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
742830239943534815347585958958936369214373958Unweighted total
689780183886473776275518904904878347194360904Weighted total

660740174842417724259477842842821323177340842Standard delivery
96%95%95%95%88%93%94%92%93%93%93%93%91%94%93%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1231436415816713744133167167162703462167system)
18%18%35%18%35%18%16%26%18%18%18%20%18%17%18%

bbabcef

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

7410037107110903284110110106472637110day delivery)
11%13%20%12%23%12%12%16%12%12%12%14%13%10%12%

bbabcf

919810710680924486107107105552032107International delivery
13%13%58%12%17%12%16%17%12%12%12%16%10%9%12%

abbbcabcfa

Urgent delivery (send /
receive mail that needs

688448889274327392929044212892to arrive rapidly)
10%11%26%10%20%10%12%14%10%10%10%13%11%8%10%

abbabcfa

889969379994239Cross-Border Delivery
1%1%5%1%1%1%1%1%1%1%1%1%1%1%1%

ab

2*-2141444421-4Other (PLEASE SPECIFY)
*%*%-%*%*%*%*%1%*%*%*%1%1%-%*%

None of these (DO NOT
44-4*44*6662*46READ OUT)
1%*%-%*%*%*%1%*%1%1%1%1%*%1%1%

d

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
1602027721923419356173234234226935089234Timed Mail
23%26%42%25%49%25%20%33%26%26%26%27%26%25%26%

bbabcefee
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
698154105285947626-95779895591095374123188958Unweighted total
67314090230893563-90473489984689870624171904Weighted total

62812985214831517-84268083778683566420155842Standard delivery
93%92%94%93%93%92%-%93%93%93%93%93%94%83%91%93%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

130211670165131-167151167162167123737167system)
19%15%17%31%19%23%-%18%21%19%19%19%17%31%21%18%

abb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

8516104010891-11010011011011085618110day delivery)
13%11%11%17%12%16%-%12%14%12%13%12%12%25%11%12%

bb

7317168310683-107911059910580226107International delivery
11%12%18%36%12%15%-%12%12%12%12%12%11%8%15%12%

cab

Urgent delivery (send /
receive mail that needs

70148559181-92909292927061892to arrive rapidly)
10%10%9%24%10%14%-%10%12%10%11%10%10%25%11%10%

abb

522898-989995139Cross-Border Delivery
1%2%2%3%1%1%-%1%1%1%1%1%1%6%2%1%

b

1*2-2*-434444--4Other (PLEASE SPECIFY)
*%*%2%-%*%*%-%*%*%*%*%*%1%-%-%*%

c

None of these (DO NOT
6--*64-646662-46READ OUT)
1%-%-%*%1%1%-%1%1%1%1%1%*%-%2%1%

c

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
179332188232183-2342092342292341761047234Timed Mail
27%24%23%38%26%33%-%26%29%26%27%26%25%42%27%26%

bb
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
8269686255786262393526069875869119958Unweighted total
6236647243735802887624366172263114904Weighted total

6220602229695442881422761567854104842Standard delivery
100%93%93%94%95%94%100%93%93%93%94%87%91%93%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*5112042151003164421251211728167system)
3%21%18%17%21%17%11%19%17%19%17%27%25%18%

cc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*307432569-110298191513110day delivery)
3%13%11%13%7%12%-%13%12%12%13%9%12%12%

*4779283755102297773726107International delivery
3%20%12%11%4%13%17%12%12%12%10%11%23%12%

bc

Urgent delivery (send /
receive mail that needs

-28672385519123707731292to arrive rapidly)
-%12%10%9%10%10%5%10%9%11%11%4%11%10%

-45414-9378*19Cross-Border Delivery
-%1%1%2%1%1%-%1%1%1%1%*%1%1%

-42112-4222-24Other (PLEASE SPECIFY)
-%2%*%1%2%*%-%*%1%*%*%-%2%*%

c

None of these (DO NOT
-*6--4-62442-6READ OUT)
-%*%1%-%-%1%-%1%1%1%1%3%-%1%

c

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
*6616561191453231571771781936234Timed Mail
3%28%25%25%26%25%11%26%23%27%25%31%32%26%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
195232257274958Unweighted total
195222236251904Weighted total

177203225237842Standard delivery
91%91%95%95%93%

d

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

38493842167system)
19%22%16%17%18%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

21402622110day delivery)
11%18%11%9%12%

abd

20214124107International delivery
10%9%18%10%12%

acd

Urgent delivery (send /
receive mail that needs

1626272392to arrive rapidly)
8%12%12%9%10%

24129Cross-Border Delivery
1%2%*%1%1%

-*-34Other (PLEASE SPECIFY)
-%*%-%1%*%

None of these (DO NOT
-2226READ OUT)
-%1%1%1%1%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

NET: Urgent / Tracked /
50655861234Timed Mail
26%29%25%24%26%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcb*aSignificance Level: 95%
51269731124858691094655465427766Unweighted total
6402226424694941344249618634730Weighted total

421171829276263932642285426486Standard delivery
66%79%70%69%59%66%67%70%62%85%46%63%78%67%

cbceimcccccbcefghijm

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

28391421214028691622284515326system)
44%40%53%49%46%43%30%51%37%44%45%52%44%45%

ggggg

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

193281013292639139292411214day delivery)
30%10%33%24%28%31%28%29%30%18%48%28%32%29%

lllllllllbdfgijl

m

11334581610327615154125International delivery
18%13%14%11%18%17%10%24%17%13%24%17%12%17%

gjgj

Urgent delivery (send /
receive mail that needs

852352111317771510295to arrive rapidly)
13%11%10%11%5%12%14%13%17%14%24%12%6%13%

ijkm

-9-----------9Cross-Border Delivery
-%41%-%-%-%-%-%-%-%-%-%-%-%1%

bcdefghi

jkm

6113---2-32--10Other (PLEASE SPECIFY)
1%3%2%7%-%-%-%1%-%5%3%-%-%1%

bfghmm

None of these (DO NOT
11--*1222---2211READ OUT)
2%-%-%*%3%2%2%1%-%-%-%2%5%2%

Don't Know (DO NOT READ
2------2-----2OUT)
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

NET: Urgent / Tracked /
398101726305454852726465817451Timed Mail
62%45%67%61%67%58%57%64%64%53%75%68%50%62%

llllldll
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafe*dcbaSignificance Level: 95%
13110519333774692217549246372839142520766Unweighted total
8592183369346951935364064723689730Weighted total

5062125249204661393463144617455486Standard delivery
59%67%68%68%58%67%72%65%77%74%81%83%75%66%67%

aaaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

5956791327319842421921510308326system)
70%60%43%36%21%46%43%45%46%40%30%69%43%45%45%

ababbabef

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

29325895920448166131237200214day delivery)
35%34%31%26%27%29%25%31%33%22%45%35%32%29%29%

3518333831212896121146113125International delivery
41%20%18%10%10%17%15%18%29%17%30%50%24%16%17%

abcaaaabefa

Urgent delivery (send /
receive mail that needs

231624315902470811258695to arrive rapidly)
28%18%13%8%13%13%13%13%21%16%21%25%20%13%13%

abaaaa

3115*9541***189Cross-Border Delivery
3%1%*%1%1%1%3%1%3%4%8%3%2%1%1%

baa

**36*1037*---*1010Other (PLEASE SPECIFY)
1%*%2%2%1%1%2%1%1%-%-%-%2%1%1%

None of these (DO NOT
2-*9-1174*---*1111READ OUT)
2%-%*%2%-%2%4%1%1%-%-%-%1%2%2%

ba

Don't Know (DO NOT READ
---2-2-2-----22OUT)
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
6467119201154351093412533613426451Timed Mail
76%72%65%54%44%63%57%64%61%52%60%75%59%62%62%

abaabe
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
18615610323838465485543125375152118153203766Unweighted total
1881311102092641436855281753132125153242730Weighted total

1009256136232920423734123910488106133486Standard delivery
53%70%51%65%89%71%45%61%68%52%72%74%78%70%69%55%67%

bbabcdccaaaaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

11763721072227213122511126536064111326system)
62%48%66%51%85%67%48%45%41%12%65%49%40%48%42%46%45%

aaabcabcabcd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

714446698102121153361639314177214day delivery)
38%33%42%33%30%24%48%32%28%32%38%31%30%25%27%32%29%

abd

513135471111141572161024231941125International delivery
27%24%32%22%42%28%33%23%13%12%32%19%18%18%13%17%17%

abaaaabcd

Urgent delivery (send /
receive mail that needs

3218212912910856*672013232695to arrive rapidly)
17%14%19%14%47%22%22%11%10%6%37%13%15%10%15%11%13%

abcdaaabcde

121311115-1121229Cross-Border Delivery
1%2%1%1%4%3%2%1%1%-%5%1%2%1%1%1%1%

aa

5216---19-*1143210Other (PLEASE SPECIFY)
3%2%1%3%-%-%-%2%2%-%1%1%1%3%2%1%1%

None of these (DO NOT
*4-4--2-92--*-4611READ OUT)
*%3%-%2%-%-%4%-%2%23%-%-%*%-%2%2%2%

b

Don't Know (DO NOT READ
--------2------22OUT)
-%-%-%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

NET: Urgent / Tracked /
14784891422329304332631431717692163451Timed Mail
78%64%81%68%88%72%69%63%59%35%82%59%54%61%60%68%62%

aaabcabcded
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
566624235735558636296766739585730300155307766Unweighted total
526570191689527602228730697518685289143293730Weighted total

37440815048630141416248647436846820192193486Standard delivery
71%72%78%71%57%69%71%67%68%71%68%69%64%66%67%

aba

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

24225811130732626610432631023230613264128326system)
46%45%58%45%62%44%46%45%44%45%45%46%45%44%45%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1441656519321417971214203146199824584214day delivery)
27%29%34%28%41%30%31%29%29%28%29%28%31%29%29%

b

1021041251211061015012512197121632041125International delivery
19%18%65%18%20%17%22%17%17%19%18%22%14%14%17%

aba

Urgent delivery (send /
receive mail that needs

728440919579439594729447202795to arrive rapidly)
14%15%21%13%18%13%19%13%13%14%14%16%14%9%13%

bbabcdfa

979966499795139Cross-Border Delivery
2%1%5%1%1%1%2%1%1%1%1%2%*%1%1%

ab

59*1089210108106*410Other (PLEASE SPECIFY)
1%2%*%2%2%1%1%1%2%2%2%2%*%1%1%

None of these (DO NOT
92-9*9*1195942511READ OUT)
2%*%-%1%*%2%*%2%1%1%1%1%1%2%2%

aaee

Don't Know (DO NOT READ
22-222-22-2-2-2OUT)
*%*%-%*%*%*%-%*%*%-%*%-%1%-%*%

NET: Urgent / Tracked /
31434912941445136614145142630841817891178451Timed Mail
60%61%68%60%85%61%62%62%61%59%61%61%64%61%62%

bbc

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
547111106271761537-76570076071575658520147766Unweighted total
52910396227724494-72865472166971656021131730Weighted total

3606857170484319-4844444814514783611298486Standard delivery
68%66%59%75%67%65%-%66%68%67%67%67%64%60%75%67%

abc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2184266134322251-326296322304320243971326system)
41%41%68%59%45%51%-%45%45%45%45%45%43%43%54%45%

bcabbc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

151273576212164-2141942142002101621136214day delivery)
29%26%37%33%29%33%-%29%30%30%30%29%29%54%28%29%

8411289712591-12511012111012094326125International delivery
16%11%29%43%17%18%-%17%17%17%17%17%17%14%20%17%

bcab

Urgent delivery (send /
receive mail that needs

621419519376-95869588937032295to arrive rapidly)
12%14%19%23%13%15%-%13%13%13%13%13%13%16%17%13%

cab

522898-999996-39Cross-Border Delivery
1%2%2%4%1%2%-%1%1%1%1%1%1%-%2%1%

b

721-107-10101010109*110Other (PLEASE SPECIFY)
1%2%1%-%1%2%-%1%2%1%1%1%2%1%1%1%

cc

None of these (DO NOT
182-94-114118117-211READ OUT)
*%8%2%-%1%1%-%2%1%2%1%2%1%-%1%2%

cc

Don't Know (DO NOT READ
2--222-22222--22OUT)
*%-%-%1%*%*%-%*%*%*%*%*%-%-%1%*%

c

NET: Urgent / Tracked /
3145878161447345-4514104474184423501379451Timed Mail
59%56%81%71%62%70%-%62%63%62%62%62%63%64%60%62%

bcbb
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
9315523221544881675021355353276145766Unweighted total
7301491214514501871220652448778158730Weighted total

318133213532292134731413453454887486Standard delivery
42%60%68%63%62%65%71%66%68%66%71%61%55%67%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3169202118242035321752511865088326system)
47%56%41%55%47%45%31%45%37%48%38%64%56%45%

bbcc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*10713571161216208601531392055214day delivery)
3%36%28%33%32%27%33%29%29%29%28%25%35%29%

275754678121233689661642125International delivery
29%25%15%22%13%18%10%17%17%17%14%21%27%17%

bc

Urgent delivery (send /
receive mail that needs

-445440745194326363151695to arrive rapidly)
-%15%11%19%15%10%5%13%15%12%13%20%10%13%

ba

-372-5*9366*29Cross-Border Delivery
-%1%1%1%-%1%3%1%1%1%1%*%1%1%

*77332*104771210Other (PLEASE SPECIFY)
7%2%2%1%6%1%3%1%2%1%1%1%1%1%

a

None of these (DO NOT
-69--7-11297-411READ OUT)
-%2%2%-%-%2%-%2%1%2%1%-%3%2%

a

Don't Know (DO NOT READ
--2---2-2--2-2OUT)
-%-%*%-%-%-%10%-%1%-%-%2%-%*%

ac

NET: Urgent / Tracked /
3220285154352771044011833227759112451Timed Mail

47%73%58%72%69%62%58%62%57%63%57%76%71%62%

bcc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
161184209212766Unweighted total
169182191187730Weighted total

95117140134486Standard delivery
56%64%73%72%67%

dd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

727974101326system)
43%44%38%54%45%

bcd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

54665342214day delivery)
32%36%27%22%29%

aa

30313034125International delivery
18%17%16%18%17%

Urgent delivery (send /
receive mail that needs

1621263295to arrive rapidly)
10%12%13%17%13%

d

33129Cross-Border Delivery
2%2%1%1%1%

23*510Other (PLEASE SPECIFY)
1%2%*%3%1%

b

None of these (DO NOT
225211READ OUT)
1%1%3%1%2%

Don't Know (DO NOT READ
-2--2OUT)
-%1%-%-%*%

NET: Urgent / Tracked /
107113109122451Timed Mail
63%62%57%65%62%

Columns Tested: 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?  So for: Parcels and packets
Base: All Respondents  who send PARCELS AND PACKETS regularly
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcb*aSignificance Level: 95%
435657579395054914847374920654Unweighted total
5492126303883701144641517928627Weighted total

Recorded delivery -
379182020306350732730305224437Signed for
69%83%78%66%79%76%71%64%59%74%58%66%87%70%

bcefjmce

Special delivery - Next
29291418173744672523333115334Day (by 1pm)
53%43%56%60%44%44%63%59%55%57%65%39%54%53%

blblbbl

154491011172633917101913177Royal Mail Tracked
28%17%36%33%29%20%37%29%19%42%19%24%46%28%

ellelcehlm

128369952124181410216146Special delivery by 9am
23%13%22%31%24%6%30%21%39%35%19%26%20%23%

hhhlhhlhcfhklmhlh

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

7643361391542715485SPECIFY)
14%17%10%9%15%16%13%14%9%5%14%19%14%14%

d

I send urgent or tracked
331**342161*-2435mail by TNT
6%3%2%2%7%5%3%14%3%1%-%3%13%6%

bcdegjklm

I send urgent or tracked
24-*112291125-25mail by UPS
4%-%2%4%4%3%3%8%3%3%3%6%-%4%

l

I send urgent or tracked
18-**15*6112-219mail by Fedex
3%-%2%2%3%6%*%5%3%4%3%-%6%3%

l

I send urgent or tracked
14**11-44*3*3-15mail by DHL
3%1%1%2%3%-%5%3%*%6%*%4%-%2%

I send urgent or tracked
11-*-12-4--2-211mail by UK Mail
2%-%*%-%3%3%-%3%-%-%3%-%6%2%

I send urgent or tracked
9-11-*22112--11mail by Interlink
2%-%4%2%-%*%3%2%3%3%3%-%-%2%

I send urgent or tracked
8--21-2-112--10mail by City Link
1%-%-%6%3%-%3%-%3%4%3%-%-%2%

fklm

I send urgent or tracked
8-*-1--411-*-8mail by a local company
1%-%*%-%3%-%-%3%3%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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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

mlkjihgfedcb*aSignificance Level: 95%
435657579395054914847374920654Unweighted total
5492126303883701144641517928627Weighted total

I send urgent or tracked
7---1-2-*-22-7mail by Parcel Force
1%-%-%-%3%-%3%-%1%-%3%3%-%1%

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

121*2---21342-14None of these
2%3%1%5%-%-%-%2%3%6%7%3%-%2%

3-------1--2-3Don't know
1%-%-%-%-%-%-%-%3%-%-%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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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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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*dcbaSignificance Level: 95%
1088415630658596182472206282638114448654Unweighted total
7176148332246031564703454719593627Weighted total

Recorded delivery -
5551100231154221113262634614411437Signed for
77%67%68%70%61%70%71%69%78%62%91%83%77%69%70%

a

Special delivery - Next
35389616413321892452233511311334Day (by 1pm)
50%50%65%50%53%53%57%52%66%65%83%67%62%52%53%

acda

201949891016754123112135167177Royal Mail Tracked
28%26%33%27%42%28%35%26%32%33%26%46%27%28%28%

aaab

17174270813833113112226134146Special delivery by 9am
24%23%29%21%33%23%21%24%34%34%41%35%32%23%23%

aa

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

151423334811670811157885SPECIFY)
22%19%15%10%17%13%10%15%23%29%17%17%25%13%14%

aaaa

I send urgent or tracked
82101523311241***13335mail by TNT

11%3%7%4%7%5%7%5%4%4%3%2%6%6%6%

ac

I send urgent or tracked
10103222361911-**2425mail by UPS
14%14%2%1%10%4%4%4%3%14%-%2%2%4%4%

ababa

I send urgent or tracked
3448*194151*-1*1819mail by Fedex
4%6%3%2%2%3%3%3%3%10%-%8%1%3%3%

b

I send urgent or tracked
22*112131152***11415mail by DHL
3%3%*%3%9%2%*%3%5%9%8%3%4%2%2%

bbaba

I send urgent or tracked
532**1129*-*--1111mail by UK Mail
8%4%1%*%*%2%1%2%*%-%3%-%-%2%2%

abaa

I send urgent or tracked
1424-11471-*-1911mail by Interlink
1%6%1%1%-%2%2%1%3%-%4%-%5%2%2%

aba

I send urgent or tracked
12-61846*--*-910mail by City Link
2%3%-%2%5%1%2%1%1%-%-%3%-%2%2%

ba
Columns Tested: a,b,c,d,e,f - a,b - 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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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*dcbaSignificance Level: 95%
1088415630658596182472206282638114448654Unweighted total
7176148332246031564703454719593627Weighted total

I send urgent or tracked
2*33*862***--78mail by a local company
3%*%2%1%1%1%4%*%1%2%8%-%-%1%1%

a

I send urgent or tracked
2*231626*-*-*77mail by Parcel Force
3%*%1%1%5%1%1%1%1%-%5%-%1%1%1%

a

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

*347*141131---11314None of these
1%4%2%2%*%2%1%3%2%-%-%-%3%2%2%

---3-321-----33Don't know
-%-%-%1%-%1%1%*%-%-%-%-%-%1%1%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
15113189192333537554948455412895129195654Unweighted total
15410893169233229514925163510695131239627Weighted total

Recorded delivery -
9472661011620174434031526706892163437Signed for
61%67%71%60%68%64%60%86%69%61%94%74%66%71%71%68%70%

acdabcde

Special delivery - Next
7060438711149272724819555269126334Day (by 1pm)
45%56%46%52%49%45%32%53%55%97%48%53%52%55%53%53%53%

cc

37312841311418141*5927373467177Royal Mail Tracked
24%29%30%24%12%36%13%36%29%10%30%25%25%38%26%28%28%

cececebd

3817193647616114121126253050146Special delivery by 9am
25%16%21%22%16%21%20%30%23%18%16%32%25%26%23%21%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

3926224475410582231719202285SPECIFY)
26%24%23%26%33%17%15%19%12%39%13%9%16%20%15%9%14%

aa

I send urgent or tracked
17861945-421-125215935mail by TNT
11%8%6%11%16%17%-%8%4%-%9%5%4%2%12%4%6%

acacacd

I send urgent or tracked
1011616272*14*26446425mail by UPS
6%10%6%9%11%23%6%*%3%2%13%16%4%4%5%1%4%

ababacdabcd

I send urgent or tracked
126107224-11-1-337519mail by Fedex
7%5%11%4%11%7%13%-%2%-%4%-%3%3%5%2%3%

aabab

I send urgent or tracked
6*25-*1212*1*1*31015mail by DHL
4%*%2%3%-%1%3%4%2%2%4%1%1%*%3%4%2%

acd

I send urgent or tracked
737322-43--4212211mail by UK Mail
5%3%8%2%8%6%-%8%1%-%-%10%2%1%1%1%2%

aaaaabcdf

I send urgent or tracked
6235*2215-*312-311mail by Interlink
4%2%3%3%2%7%6%3%1%-%2%9%1%2%-%1%2%

aaabd

I send urgent or tracked
43251-2-6*1--13410mail by City Link
3%3%2%3%7%-%8%-%1%4%8%-%-%1%2%1%2%

aabacde

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
15113189192333537554948455412895129195654Unweighted total
15410893169233229514925163510695131239627Weighted total

I send urgent or tracked
2323-2-15--1-43-8mail by a local company
1%3%2%2%-%6%-%3%1%-%-%4%-%4%2%-%1%

aadada

I send urgent or tracked
42*5-2--5-*---437mail by Parcel Force
2%2%*%3%-%7%-%-%1%-%1%-%-%-%3%1%1%

ab

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

4443*31-9-*123*614None of these
2%3%4%2%1%10%5%-%2%-%1%4%2%3%*%3%2%

ab

--------3-----213Don't know
-%-%-%-%-%-%-%-%1%-%-%-%-%-%2%1%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
485555212619654537221527637502630253133265654Unweighted total
446515175581627512176500605448597238125261627Weighted total

Recorded delivery -
31638012541643736112734042533241616595173437Signed for
71%74%72%71%70%70%72%68%70%74%70%70%76%66%70%

d

Special delivery - Next
233278973063342769226132125131913662134334Day (by 1pm)
52%54%56%53%53%54%53%52%53%56%53%57%49%51%53%

1191555416617714750144173131173763071177Royal Mail Tracked
27%30%31%29%28%29%28%29%29%29%29%32%24%27%28%

1041304813914611947114146119146712350146Special delivery by 9am
23%25%28%24%23%23%27%23%24%27%24%30%19%19%23%

ab

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

686536838573348184568437163185SPECIFY)
15%13%21%14%14%14%19%16%14%12%14%16%13%12%14%

abbc

I send urgent or tracked
2029142935294313326331042035mail by TNT
4%6%8%5%6%6%2%6%5%6%6%4%4%8%6%

ee

I send urgent or tracked
2123162425221325252225134825mail by UPS
5%5%9%4%4%4%7%5%4%5%4%6%3%3%4%

ab

I send urgent or tracked
19151119191481919141984719mail by Fedex
4%3%6%3%3%3%4%4%3%3%3%4%3%3%3%

a

I send urgent or tracked
11148141510312141114231115mail by DHL
3%3%5%2%2%2%2%2%2%2%2%1%2%4%2%

c

I send urgent or tracked
11941111112111171172211mail by UK Mail
2%2%2%2%2%2%1%2%2%2%2%3%1%1%2%

I send urgent or tracked
101021011104101051034411mail by Interlink
2%2%1%2%2%2%2%2%2%1%2%1%3%2%2%

I send urgent or tracked
693101064101071022610mail by City Link
1%2%2%2%2%1%2%2%2%2%2%1%1%2%2%

I send urgent or tracked
88388837878-*88mail by a local company
2%2%2%1%1%2%2%1%1%1%1%-%*%3%1%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
485555212619654537221527637502630253133265654Unweighted total
446515175581627512176500605448597238125261627Weighted total

I send urgent or tracked
45*775-7767*-77mail by Parcel Force
1%1%*%1%1%1%-%1%1%1%1%*%-%3%1%

c

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

1011411141031113121343714None of these
2%2%2%2%2%2%2%2%2%3%2%2%3%3%2%

23-333133231-23Don't know
*%1%-%1%1%1%1%1%1%*%1%1%-%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
4708895251649495-65358665061464751817127654Unweighted total
4548291213622456-62555162158661649919117627Weighted total

Recorded delivery -
3115768165435315-4373914354134303451385437Signed for
69%70%75%78%70%69%-%70%71%70%70%70%69%68%73%70%

ab

Special delivery - Next
2405142134330254-334288331318328270660334Day (by 1pm)
53%63%46%63%53%56%-%53%52%53%54%53%54%33%51%53%

ab

126272477177142-176158177158177147525177Royal Mail Tracked
28%33%27%36%29%31%-%28%29%29%27%29%29%28%22%28%

b

102271760144117-146132146142144119225146Special delivery by 9am
22%33%19%28%23%26%-%23%24%23%24%23%24%12%21%23%

ac

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

581413358566-85718576856122285SPECIFY)
13%17%15%16%14%14%-%14%13%14%13%14%12%12%19%14%

c

I send urgent or tracked
20212193529-3531353535263635mail by TNT
4%2%14%9%6%6%-%6%6%6%6%6%5%16%6%6%

bc

I send urgent or tracked
13210182524-2523252325174625mail by UPS
3%2%11%9%4%5%-%4%4%4%4%4%3%18%5%4%

bcb

I send urgent or tracked
125191917-191919171915-419mail by Fedex
3%7%2%4%3%4%-%3%3%3%3%3%3%-%4%3%

I send urgent or tracked
1311111512-151315151412-415mail by DHL
3%2%1%5%2%3%-%2%2%2%3%2%2%-%3%2%

b

I send urgent or tracked
4-74119-11111111117-411mail by UK Mail
1%-%7%2%2%2%-%2%2%2%2%2%1%-%3%2%

bc

I send urgent or tracked
8*34107-1171110117-411mail by Interlink
2%*%3%2%2%2%-%2%1%2%2%2%1%-%3%2%

I send urgent or tracked
5226108-10810101081110mail by City Link
1%3%2%3%2%2%-%2%1%2%2%2%2%7%1%2%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
4708895251649495-65358665061464751817127654Unweighted total
4548291213622456-62555162158661649919117627Weighted total

I send urgent or tracked
8-*586-888886-28mail by a local company
2%-%*%2%1%1%-%1%1%1%1%1%1%-%2%1%

I send urgent or tracked
124-77-777777--7mail by Parcel Force
*%2%5%-%1%2%-%1%1%1%1%1%1%-%-%1%

ccc

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

112*5149-141212121212-214None of these
3%3%*%3%2%2%-%2%2%2%2%2%2%-%2%2%

12-233-333333--3Don't know
*%3%-%1%1%1%-%1%1%1%1%1%1%-%-%1%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All those using RM urgent or tracked mail services
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
5253452202574121563917747747363113654Unweighted total
3238431196543901561216945844364119627Weighted total

Recorded delivery -
214529614033281114251133243154478437Signed for

91%61%69%72%61%72%79%69%67%71%71%69%65%70%

Special delivery - Next
2114222111371928326892452453652334Day (by 1pm)

78%48%52%57%69%49%52%53%53%53%55%57%43%53%

aa

*6111661121108170491281222332177Royal Mail Tracked
18%26%27%31%21%28%52%28%29%28%27%36%27%28%

151984816891145451011081227146Special delivery by 9am
25%21%23%24%29%23%7%24%27%22%24%18%22%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

25943421149*85216540143185SPECIFY)
66%25%10%22%20%12%3%14%12%14%9%22%26%14%

bcc

I send urgent or tracked
-232312-24233*341941235mail by TNT
-%10%5%6%-%6%12%5%*%7%4%6%10%6%

bc

I send urgent or tracked
*191312*13-25718162725mail by UPS

18%8%3%6%1%3%-%4%4%4%4%3%6%4%

I send urgent or tracked
-17910514-19416104519mail by Fedex
-%7%2%5%10%4%-%3%2%3%2%7%4%3%

a

I send urgent or tracked
-7105212-153127*815mail by DHL
-%3%2%3%3%3%-%3%2%3%2%*%7%2%

bc

I send urgent or tracked
-1183-9-1156*4711mail by UK Mail
-%4%2%2%-%2%-%2%3%1%*%6%6%2%

cc

I send urgent or tracked
-883*6-11375*511mail by Interlink
-%3%2%2%*%2%-%2%2%2%1%1%4%2%

c

I send urgent or tracked
*673-8-101961310mail by City Link
7%2%2%1%-%2%-%2%*%2%1%1%2%2%

I send urgent or tracked
-562-4-8*87-18mail by a local company
-%2%1%1%-%1%-%1%*%2%1%-%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
5253452202574121563917747747363113654Unweighted total
3238431196543901561216945844364119627Weighted total

I send urgent or tracked
-57-*7-7*74217mail by Parcel Force
-%2%2%-%*%2%-%1%*%2%1%3%1%1%

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

*711338-1431112-214None of these
4%3%3%1%6%2%-%2%2%2%3%-%2%2%

--12---3122-13Don't know
-%-%*%1%-%-%-%1%1%*%*%-%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
148161168177654Unweighted total
152158158159627Weighted total

Recorded delivery -
109105102120437Signed for
72%66%65%76%70%

b

Special delivery - Next
89837488334Day (by 1pm)
59%52%47%55%53%

b

52433944177Royal Mail Tracked
34%27%24%28%28%

42312845146Special delivery by 9am
28%19%18%29%23%

bb

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

1424252285SPECIFY)
9%15%16%14%14%

I send urgent or tracked
1277935mail by TNT
8%4%4%5%6%

I send urgent or tracked
6641025mail by UPS
4%4%3%6%4%

I send urgent or tracked
3214-19mail by Fedex
2%1%9%-%3%

acd

I send urgent or tracked
744115mail by DHL
5%2%3%*%2%

a

I send urgent or tracked
73--11mail by UK Mail
5%2%-%-%2%

ab

I send urgent or tracked
114511mail by Interlink
1%*%2%3%2%

I send urgent or tracked
**4410mail by City Link
*%*%3%3%2%

I send urgent or tracked
-3238mail by a local company
-%2%1%2%1%

I send urgent or tracked
2*-57mail by Parcel Force
1%*%-%3%1%

bc

Columns Tested: a,b,c,d
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
148161168177654Unweighted total
152158158159627Weighted total

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

232614None of these
2%2%2%4%2%

12--3Don't know
1%1%-%-%1%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
934161168197791091221801041107295631460Unweighted total

125258657981193174243104107103157901455Weighted total

Standard Stamped Mail
8173448485313111115069757493619471st Class
65%58%74%61%66%68%64%61%66%70%72%59%68%65%

bfjlmll

Standard Stamped Mail
747373953501229813461655895648762nd Class
60%63%60%68%61%63%57%55%59%61%56%61%71%60%

fgmf

1st Class large letter
6092029383485911184551577849696stamps
49%35%44%47%41%44%52%49%43%48%56%50%55%48%

llllllll

2nd Class large letter
420201928306346843440315438486stamps
34%35%29%35%36%33%26%35%32%37%30%35%43%33%

gk

416162126325657872440355529478Standard parcels
33%27%32%32%39%29%33%36%23%38%34%35%33%33%

eeee

Franked / metered mail
201124813242360819172882262nd Class
16%21%6%10%16%13%13%25%8%18%17%18%9%16%

ejkaejkkkaeghjkmekkek

Franked / metered mail
1971159182025611020172062231st Class
16%19%8%12%22%10%14%25%9%19%17%13%6%15%

akaehkaehjkabeghjkmak

103245546168155143214819595115661193NET: 1st class services
82%78%84%77%83%80%82%88%78%89%92%74%74%82%

bbabejlabejlabeghjl

m

92248446260144118186708373118691076NET: 2nd class services
74%83%68%78%73%75%68%76%68%78%71%75%77%74%

cegkmgk

NET: Standard stamped
104746596867165149184918887132841220mail

84%79%91%86%82%85%86%76%88%82%85%84%94%84%

fdfilmfffdfilm

730283347431021041385761659862838NET: Large letter stamps
58%48%50%60%53%53%60%57%55%57%63%62%69%58%

llllhkl

NET: Franked / metered
2361461018292969112418318267mail
19%24%9%13%22%15%17%28%11%23%17%20%9%18%

aekaejkaekaeghjkmaejkk
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
143120288909112134846599536646425522310941460Unweighted total
8810026899856139942410316077103513951455Weighted total

Standard Stamped Mail
37511636963391426168629324199199471st Class
42%51%61%70%59%65%62%67%48%45%30%42%53%66%65%

dbcdddbcdef

Standard Stamped Mail
47561586142585128659027324198498762nd Class
54%56%59%62%45%61%67%57%46%34%31%37%53%61%60%

bacdebcdef

1st Class large letter
3650146464296671955012232414673696stamps
40%50%54%46%52%48%46%49%37%41%25%36%39%48%48%

adbdf

2nd Class large letter
314291322144731563301922312467486stamps
35%42%34%32%24%34%37%32%32%28%24%32%34%34%33%

ab

4553105275164611413372633614452478Standard parcels
51%53%39%28%30%33%33%33%43%46%42%58%38%32%33%

ababaaabf

Franked / metered mail
39356686102156116528346151982262nd Class
44%35%25%9%19%15%14%16%46%40%56%64%41%14%16%

ababaaaaabefa

Franked / metered mail
35317087132105217129456151942231st Class
40%31%26%9%23%15%12%17%49%51%69%57%42%14%15%

abaaabaaabfaba

7088230806461147329864527693111411193NET: 1st class services
80%88%86%81%83%82%78%84%88%92%84%90%87%82%82%

ba

7886214697381038339737505593010261076NET: 2nd class services
89%86%80%70%68%74%80%71%83%72%74%92%85%74%74%

abaaaaadeae

NET: Standard stamped
5766197900411179362858344342311861220mail
64%66%74%90%74%84%85%83%57%50%40%45%64%85%84%

dbcdbdcdbcdef

4458168568318072485902632417812838NET: Large letter stamps
50%58%63%57%56%58%58%57%43%44%30%40%47%58%58%

ddbcdf

NET: Franked / metered
43408410014253672003345717234267mail
49%41%31%10%25%18%16%19%56%57%76%69%48%17%18%

abaaaaabfaba
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
19419010228138494882124312731152352132915211460Unweighted total
198172108262294135651284827762052312976111455Weighted total

Standard Stamped Mail
116966914382014308763830981431984679471st Class
59%56%63%55%26%48%39%46%68%41%31%39%48%62%67%76%65%

eebcdefdefdefbcdef

Standard Stamped Mail
116113721571124153878879301091591983648762nd Class
59%66%67%60%39%57%42%58%61%88%35%40%53%69%67%59%60%

eceefadefadefef

1st Class large letter
9087601179181229627292890112165291696stamps
45%51%56%45%32%44%35%44%49%20%32%37%44%48%56%48%48%

eefadefef

2nd Class large letter
688049100719103141957217687107183486stamps
35%46%45%38%24%46%29%48%33%65%27%27%37%38%36%30%33%

beacea

76814111618281838376213397783101163478Standard parcels
38%47%38%44%62%69%51%58%29%21%48%51%38%36%34%27%33%

aaaaababcdaaa

Franked / metered mail
484522721815151816031639724239142262nd Class
24%26%20%27%64%35%42%27%12%36%61%51%35%18%13%2%16%

abdaaaabcdabcdabcaa

Franked / metered mail
463919661014171416831533754436182231st Class
23%23%17%25%34%35%48%22%13%36%55%43%37%19%12%3%15%

aaabaabcdabcabcaba

17013897211193530471062423621691822445081193NET: 1st class services
86%80%90%81%66%84%86%73%83%53%85%82%82%79%82%83%82%

aebe

1621509421826383155926825671731912313811076NET: 2nd class services
82%87%87%83%88%93%89%84%72%100%91%88%85%83%78%62%74%

aaaaabababaa

NET: Standard stamped
15013088192142618461116710381351882625811220mail
76%75%81%73%49%63%51%70%87%88%37%50%66%81%88%95%84%

cebcdeefdefcdefbcdef

104114691491220184274651034111141191347838NET: Large letter stamps
53%66%63%57%41%49%51%64%58%65%35%44%54%61%64%57%58%

beefefadefef

NET: Franked / metered
56502482191719211923184386524322267mail
28%29%22%31%65%41%54%32%15%36%65%56%42%23%15%4%18%

abdaabaabcdabcdabcaba
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120828814606491189430716145192614334922806831460Unweighted total
1076119322714556081192362668144487214234712647121455Weighted total

Standard Stamped Mail
6179471269474117822024179435679302811744859471st Class
57%79%56%65%68%66%56%63%65%65%65%60%66%68%65%

bcceeeeec

Standard Stamped Mail
8766481258763657212143888695248632771684268762nd Class
81%54%55%60%60%60%59%58%60%60%61%59%64%60%60%

a

1st Class large letter
488696111696363581171353692562671242144305696stamps
45%58%49%48%60%49%47%53%48%64%47%51%55%43%48%

bbcacacdefaa

2nd Class large letter
4863889648623341011726848238647517498210486stamps
45%33%42%33%38%34%32%40%33%44%33%37%37%29%33%

abbacefacefaa

37842010547826539716335147234646917598201478Standard parcels
35%35%46%33%44%33%45%52%33%40%33%37%37%28%33%

bbacfabcefacfaa

Franked / metered mail
2261896622611519811015022419422410841772262nd Class
21%16%29%16%19%17%30%23%15%22%16%23%16%11%16%

aababcdfacfacfaba

Franked / metered mail
1852236722310419810514122319822310150722231st Class
17%19%30%15%17%17%29%21%15%23%16%21%19%10%15%

ababcdfacfacfaa

81511932001193535998303570118978011683872265741193NET: 1st class services
76%100%88%82%88%84%84%85%82%90%82%82%85%81%82%

bbbacdef

10768151861076468899306526106768910603692054971076NET: 2nd class services
100%68%82%74%77%75%85%79%74%79%74%78%78%70%74%

ababcdfacacaa

NET: Standard stamped
8909931551220495985259517121367512003652186291220mail
83%83%68%84%81%83%71%77%84%77%84%78%83%88%84%

ccbdeebdeebdebc

630739136838417699200431832660811290171372838NET: Large letter stamps
59%62%60%58%69%59%55%65%58%76%57%62%65%52%58%

bcacefacdefaa

NET: Franked / metered
229230792671282351241742652282651245589267mail
21%19%35%18%21%20%34%26%18%26%19%26%21%12%18%

ababcdfacfacfaa
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
10882251453841436857-145411331442127114381178302631460Unweighted total
10972201353371430824-144611031430123414261187292471455Weighted total

Standard Stamped Mail
74212379205932540-943719930819927794231399471st Class
68%56%59%61%65%65%-%65%65%65%66%65%67%77%56%65%

abaa

Standard Stamped Mail
65315271200859512-872660859728857662172038762nd Class
60%69%52%59%60%62%-%60%60%60%59%60%56%57%82%60%

acbc

1st Class large letter
5449456165690452-69655268963468656513123696stamps
50%43%41%49%48%55%-%48%50%48%51%48%48%46%50%48%

b

2nd Class large letter
3736944130476297-48638448042847935412126486stamps
34%31%32%39%33%36%-%34%35%34%35%34%30%41%51%33%

c

3406672145475328-4784284754384743711699478Standard parcels
31%30%53%43%33%40%-%33%39%33%36%33%31%55%40%33%

bcbbacecc

Franked / metered mail
154363576225129-2241842242102221807432262nd Class
14%17%26%23%16%16%-%15%17%16%17%16%15%23%17%16%

bcab

Franked / metered mail
151423175223135-2231772232132221849342231st Class
14%19%23%22%16%16%-%15%16%16%17%16%15%31%14%15%

ccabac

9171661082851178697-1189914117610481171987271881193NET: 1st class services
84%75%80%85%82%85%-%82%83%82%85%82%83%94%76%82%

baa

7931821002651058629-107082610579171053820202421076NET: 2nd class services
72%83%74%79%74%76%-%74%75%74%74%74%69%70%98%74%

acbc

NET: Standard stamped
9321841022601196688-1214913119810121195995242081220mail
85%84%75%77%84%83%-%84%83%84%82%84%84%84%84%84%

acc

65411666207827524-83866583175182866818159838NET: Large letter stamps
60%53%49%61%58%64%-%58%60%58%61%58%56%61%64%58%

abbc

NET: Franked / metered
182434188266155-265216265248263219943267mail
17%20%31%26%19%19%-%18%20%19%20%18%18%31%17%18%

bcab

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8340109236811398392136845010101188951621460Unweighted total
732810873681139569313624599961174961751455Weighted total

Standard Stamped Mail
51917152328062762885286661779531119471st Class

75%58%66%63%70%66%67%65%62%66%66%55%63%65%

b

Standard Stamped Mail
5209636240785735682028059672354938762nd Class

74%64%58%65%69%60%61%60%61%60%62%57%53%60%

ba

1st Class large letter
516250219461435366591955015675273696stamps

69%49%46%53%54%46%39%48%42%50%48%54%42%48%

bb

2nd Class large letter
313435113641312194671303573863465486stamps

42%41%32%37%36%33%21%34%28%36%33%35%37%33%

bb

413334013838314184601333453494877478Standard parcels
59%41%31%37%33%33%19%34%29%35%30%50%44%33%

bbbcc

Franked / metered mail
27615966715052215716815425442262nd Class

25%23%15%18%6%16%5%16%13%17%13%26%25%16%

bbbcc

Franked / metered mail
*6916360915452185716715918422231st Class
3%21%15%16%8%16%5%16%12%17%14%18%24%15%

bbbc

527089330194783711122353841958781511193NET: 1st class services
78%82%82%82%83%82%77%82%77%84%82%81%86%82%

b

727378329387703611014338738856761381076NET: 2nd class services
98%83%72%80%76%74%66%74%74%74%73%80%79%74%

b

NET: Standard stamped
52569123081078018511363918291008761301220mail

75%78%84%84%94%84%91%83%85%83%86%79%74%84%

aaa

519960922971537407982366026785998838NET: Large letter stamps
69%61%56%62%62%56%43%59%51%60%58%61%56%58%

bbb

NET: Franked / metered
2871927591795262731941852652267mail

25%26%18%20%8%19%5%19%16%19%16%27%30%18%

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

Ofcom; Business Postal Tracker
Table 22  (continuation)                                                                                                                                                                        Page 250

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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3343633793841460Unweighted total
3423673763691455Weighted total

Standard Stamped Mail
2322172342659471st Class
68%59%62%72%65%

cbc

Standard Stamped Mail
1882092512288762nd Class
55%57%67%62%60%

cd

1st Class large letter
158160173205696stamps
46%44%46%56%48%

bcd

2nd Class large letter
105101131150486stamps
31%28%35%41%33%

ccd

10460157157478Standard parcels
30%16%42%42%33%

ccdcd

Franked / metered mail
385270662262nd Class
11%14%19%18%16%

dd

Franked / metered mail
395570592231st Class
11%15%19%16%15%

d

2812923043171193NET: 1st class services
82%80%81%86%82%

c

2282593072821076NET: 2nd class services
67%71%82%76%74%

cdd

NET: Standard stamped
2972963123151220mail
87%81%83%85%84%

c

193193207244838NET: Large letter stamps
56%53%55%66%58%

bcd

NET: Franked / metered
45648673267mail
13%17%23%20%18%

dd
Columns Tested: a,b,c,d
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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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
783124145156668910115885986473491208Unweighted total

103245546168155143214819595115661193Weighted total

838414352521241171846478779052973Speed of delivery
81%89%78%85%77%80%82%86%78%82%81%78%78%82%

beikm

15168810192631191013167173Reliability of service
15%14%14%13%14%12%18%15%23%10%13%14%11%14%

djm

Always have done /
haven't thought to

622443157644119472change
6%4%8%6%4%10%5%3%5%5%11%8%5%6%

fffl

Better service for our
43324466134*22652customers / clients
4%6%3%7%6%4%4%6%5%*%2%2%9%4%

dddddd

Image - not wanting to
be seen as using a cheap

37*115-913-*-4539service
4%1%1%2%8%-%6%6%-%*%-%4%8%3%

cdehklcdehklcdehklcdehkl

241**4242*422425Next day delivery
2%1%1%1%6%2%3%1%*%4%2%2%5%2%

efjkej

Higher importance /
18*221-27-421*21important
2%1%3%3%2%-%1%3%-%4%2%1%*%2%

h

Little cost difference
16*2*3-2441-2*18with second class stamps
2%*%4%1%4%-%1%2%5%1%-%2%*%2%

lhjlm

Looks more professional
/ looks better to
clients to send 1st

7-*----2--6--8class
1%-%*%-%-%-%-%1%-%-%6%-%-%1%

bdefghi

jklm

Cost - cheaper than the
2------2---1-2competition / courier
*%-%-%-%-%-%-%1%-%-%-%1%-%*%

8-*----211-228No particular reason
1%-%*%-%-%-%-%1%2%1%-%2%3%1%

j

34*11*7644422637Other
3%1%1%2%*%5%4%2%5%4%2%2%9%3%

fijkl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1211052447389811103578513184337491898901208Unweighted total
7088230806461147329864527693111411193Weighted total

6767194645329412766984255725931973Speed of delivery
95%76%85%80%70%82%84%81%81%73%85%82%81%82%82%

abcb

101437111161563314061123166173Reliability of service
14%16%16%14%35%14%10%16%12%8%15%19%11%15%14%

ab

Always have done /
haven't thought to

34858468145821**17072change
4%5%3%7%9%6%4%7%5%11%4%4%3%6%6%

bb

Better service for our
389314489422**-24952customers / clients
5%9%4%4%8%4%3%5%5%4%4%-%6%4%4%

ab

Image - not wanting to
be seen as using a cheap

-2829-3910301-***3939service
-%3%3%4%-%3%3%3%1%-%3%4%*%3%3%

ddbbf

*2617*2512131****2425Next day delivery
*%2%2%2%*%2%4%2%2%2%2%4%1%2%2%

a

Higher importance /
*2118*2111102*-111921important
1%2%1%2%1%2%3%1%4%6%-%6%4%2%2%

aaaa

Little cost difference
*1116-186121--*11818with second class stamps
*%1%1%2%-%2%2%1%1%-%-%2%2%2%2%

Looks more professional
/ looks better to
clients to send 1st

--*7-8*7*-***78class
-%-%*%1%-%1%*%1%1%-%2%2%*%1%1%

Cost - cheaper than the
**-2-2*21---122competition / courier
*%*%-%*%-%*%*%*%1%-%-%-%2%*%*%

aa

-2-7*844*-*--88No particular reason
-%2%-%1%*%1%1%1%*%-%2%-%-%1%1%

b

2572213672921**23437Other
3%6%3%3%2%3%2%3%5%8%3%1%5%3%3%

a
Columns Tested: a,b,c,d,e,f - a,b - 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
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*edcba*gfedcbaSignificance Level: 95%
17116290242284341661030960931981752394341208Unweighted total
17013897211193530471062423621691822445081193Weighted total

135114821671831223586641954152153192399973Speed of delivery
80%82%84%79%97%91%73%75%82%97%85%86%90%84%79%78%82%

bcab

2432134326813143*31024233577173Reliability of service
14%23%14%20%9%16%28%28%14%3%11%16%14%13%14%15%14%

baa

Always have done /
haven't thought to

5103122*1168-2228154372change
3%7%3%6%12%1%2%3%6%-%10%4%1%4%6%8%6%

dddd

Better service for our
96510143341-1313682152customers / clients
5%4%5%5%4%13%9%6%4%-%3%5%8%3%3%4%4%

abc

Image - not wanting to
be seen as using a cheap

4224-2-433--46651939service
2%2%2%2%-%5%-%9%3%-%-%6%4%3%2%4%3%

a

4628-*-223-*-369725Next day delivery
2%5%2%4%-%*%-%4%2%-%*%-%2%3%4%1%2%

Higher importance /
41*5---*21**1348521important
2%1%*%2%-%-%-%1%2%5%1%1%2%2%3%1%2%

a

Little cost difference
3315**--18---1711018with second class stamps
2%2%1%3%1%1%-%-%2%-%-%-%*%4%*%2%2%

bd

Looks more professional
/ looks better to
clients to send 1st

-2-2----8---*2248class
-%1%-%1%-%-%-%-%1%-%-%-%*%1%1%1%1%

Cost - cheaper than the
1-**-*--2-*--*-22competition / courier
*%-%*%*%-%1%-%-%*%-%1%-%-%*%-%*%*%

2--2-2--7--2--348No particular reason
1%-%-%1%-%5%-%-%1%-%-%3%-%-%1%1%1%

acd

45371*2*33-4*2571837Other
2%4%3%3%8%*%6%*%3%-%15%1%1%3%3%4%3%

abcde

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services

Produced by OLR
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
857120825512085801000364624120483011864152335561208Unweighted total
81511932001193535998303570118978011683872265741193Weighted total

687973177973442819265471969655948316187463973Speed of delivery
84%82%88%82%82%82%87%83%82%84%81%82%83%81%82%

abacdf

103173251739313961101173120171663471173Reliability of service
13%14%13%14%17%14%20%18%15%15%15%17%15%12%14%

abcffa

Always have done /
haven't thought to

277287222567247236722244672change
3%6%4%6%4%6%2%4%6%5%6%6%2%8%6%

beeebb

Better service for our
33525522449122652415226111552customers / clients
4%4%3%4%4%5%4%5%4%5%4%7%5%3%4%

a

Image - not wanting to
be seen as using a cheap

193973913379143923391082239service
2%3%3%3%2%4%3%3%3%3%3%2%4%4%3%

21257251821413251825761225Next day delivery
3%2%3%2%3%2%1%2%2%2%2%2%3%2%2%

Higher importance /
212122181989211421112821important
3%2%1%2%1%2%3%2%2%2%2%3%1%1%2%

Little cost difference
4182189111111810174-1418with second class stamps
1%2%1%2%2%1%*%2%2%1%1%1%-%2%2%

beb

Looks more professional
/ looks better to
clients to send 1st

48*826**8282*58class
*%1%*%1%*%1%*%*%1%*%1%1%*%1%1%

Cost - cheaper than the
22222212222*2*2competition / courier
*%*%1%*%*%*%*%*%*%*%*%*%1%*%*%

b

48-827268582438No particular reason
*%1%-%1%*%1%1%1%1%1%1%1%2%*%1%

21375371530419371937872237Other
3%3%3%3%3%3%1%3%3%2%3%2%3%4%3%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
9191681193231193734-1204945119610791192988292021208Unweighted total
9171661082851178697-1189914117610481171987271881193Weighted total

74914577246958577-96974495686095379324165973Speed of delivery
82%87%71%87%81%83%-%81%81%81%82%81%80%87%88%82%

aabc

13421173317297-172142173154173143822173Reliability of service
15%13%15%12%15%14%-%14%15%15%15%15%15%30%12%14%

Always have done /
haven't thought to

58410167141-7254725872701172change
6%3%9%5%6%6%-%6%6%6%6%6%7%5%*%6%

ba

Better service for our
291210125030-5240504648456152customers / clients
3%7%10%4%4%4%-%4%4%4%4%4%5%22%1%4%

cca

Image - not wanting to
be seen as using a cheap

2668103923-3929393439342439service
3%3%7%3%3%3%-%3%3%3%3%3%3%7%2%3%

c

1942112523-252425252521-425Next day delivery
2%2%2%4%2%3%-%2%3%2%2%2%2%-%2%2%

Higher importance /
183122114-212021192117-421important
2%2%1%1%2%2%-%2%2%2%2%2%2%-%2%2%

Little cost difference
15-341811-181418161817-118with second class stamps
2%-%3%1%2%2%-%2%2%2%2%2%2%-%1%2%

b

Looks more professional
/ looks better to
clients to send 1st

7-*284-888687-*8class
1%-%*%1%1%1%-%1%1%1%1%1%1%-%*%1%

Cost - cheaper than the
*2*222-222222--2competition / courier
*%1%*%1%*%*%-%*%*%*%*%*%*%-%-%*%

c

72--85-888788--8No particular reason
1%1%-%-%1%1%-%1%1%1%1%1%1%-%-%1%

2151073714-3726373137331437Other
2%3%9%2%3%2%-%3%3%3%3%3%3%5%2%3%

bc

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services

Produced by OLR
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
629490530393816731135355853977801391208Unweighted total
527089330194783711122353841958781511193Weighted total

3218738235776315891528468978364122973Speed of delivery
50%81%83%78%81%81%82%82%80%82%82%82%81%82%

24013241131058164521211331028173Reliability of service
35%15%15%13%14%13%12%15%15%14%14%13%18%14%

Always have done /
haven't thought to

31050222525672448606672change
50%4%6%7%2%7%7%6%7%6%6%8%4%6%

Better service for our
*1136165424481636396552customers / clients
9%4%4%5%6%5%5%4%5%4%4%8%3%4%

Image - not wanting to
be seen as using a cheap

-42514529138435352239service
-%2%3%5%6%4%2%3%1%4%4%3%1%3%

b

-10169118*25223202425Next day delivery
-%4%2%3%1%2%*%2%1%3%2%2%2%2%

b

Higher importance /
-5156217*2131818-321important
-%2%2%2%2%2%1%2%1%2%2%-%2%2%

Little cost difference
*51181131179915-418with second class stamps
9%2%1%3%1%2%2%2%3%1%2%-%2%2%

Looks more professional
/ looks better to
clients to send 1st

--44*6-8445*28class
-%-%*%1%*%1%-%1%1%*%1%*%1%1%

Cost - cheaper than the
-1-2**-2*22-*2competition / courier
-%*%-%1%*%*%-%*%*%*%*%-%*%*%

b

-272-535355228No particular reason
-%1%1%1%-%1%5%*%1%1%1%2%1%1%

a

-82987223341027274537Other
-%3%3%3%8%3%4%3%3%3%3%6%3%3%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6e. Why does your organisation choose to send items by first class delivery?
Base: All those using 1st class services
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
2712903133341208Unweighted total
2812923043171193Weighted total

220256243254973Speed of delivery
78%88%80%80%82%

abd

28335259173Reliability of service
10%11%17%19%14%

cdcd

Always have done /
haven't thought to

2019191472change
7%7%6%5%6%

Better service for our
151491352customers / clients
5%5%3%4%4%

Image - not wanting to
be seen as using a cheap

8491939service
3%1%3%6%3%

c

3-41825Next day delivery
1%-%1%6%2%

cbcd

Higher importance /
5211421important
2%1%3%1%2%

c

Little cost difference
466318with second class stamps
1%2%2%1%2%

Looks more professional
/ looks better to
clients to send 1st

22228class
1%1%1%1%1%

Cost - cheaper than the
-2--2competition / courier
-%1%-%-%*%

-1528No particular reason
-%*%2%1%1%

d

1386937Other
5%3%2%3%3%

Columns Tested: 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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
70113611615458858713774885075471107Unweighted total
92248446260144118186708373118691076Weighted total

5643124343494641154053547039653No urgency
61%63%55%55%57%65%54%62%57%64%75%59%56%61%

egjk

460232033376377903642226529536Cost
50%47%45%54%62%43%65%48%51%50%30%55%42%50%

cccachkacdfhklmcccc

Very little difference
between 1st and 2nd

211*312-431*3725class delivery times
2%2%1%5%2%1%-%2%4%2%*%2%10%2%

gcdfghkl

m

Always have done /
haven't thought to

15121-22*3-22420change
2%3%4%2%-%2%2%*%4%-%3%2%5%2%

dffdf

Value for money for our
151*2--271-22-17clients
2%2%*%3%-%-%2%4%2%-%2%2%-%2%

11*1132-21**1213Reliability of service
1%*%2%1%4%2%-%1%2%*%*%1%3%1%

241121227-52*427Other (PLEASE SPECIFY)
3%1%3%3%2%2%2%4%-%6%3%*%5%3%

bel

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
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1251042286507610313747332973130501868101107Unweighted total
7886214697381038339737505593010261076Weighted total

3748137430226311954573132619622653No urgency
47%56%64%62%58%61%58%62%62%58%44%64%65%61%61%

ddd

5045104337175201713652324413513536Cost
64%52%49%48%44%50%51%50%46%43%70%43%44%50%50%

ababcef

Very little difference
between 1st and 2nd

-1915*2510161*-**2525class delivery times
-%1%4%2%1%2%3%2%2%6%-%4%*%2%2%

db

Always have done /
haven't thought to

21215*198122*-*11820change
3%1%1%2%1%2%2%2%3%7%-%3%3%2%2%

a

Value for money for our
51481172151-***1717clients
6%1%2%1%1%2%1%2%2%-%8%2%1%2%2%

abcabf

*4*8*12582*-*11113Reliability of service
*%4%*%1%1%1%2%1%4%9%-%4%3%1%1%

abdaaa

252182265221****2627Other (PLEASE SPECIFY)
3%6%1%3%5%2%2%3%2%6%4%1%2%3%3%

b
Columns Tested: a,b,c,d,e,f - a,b - 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
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
159159852323144466592112671021911732323301107Unweighted total
1621509421826383155926825671731912313811076Weighted total

958554126526152758011229103124147238653No urgency
59%57%57%58%20%68%49%49%63%8%51%43%59%65%64%62%61%

beeebeeefee

868952123212416314444134495102110169536Cost
53%59%56%56%83%63%51%56%48%48%55%65%55%53%48%44%50%

abcaabca

Very little difference
between 1st and 2nd

3*-3--2221-*1555925class delivery times
2%*%-%2%-%-%7%4%2%-%2%1%3%3%2%2%2%

a

Always have done /
haven't thought to

24243***16*22*33920change
1%2%2%2%11%1%1%*%2%4%7%2%*%1%2%2%2%

ababcd

Value for money for our
5353*2*213211432617clients
3%2%5%1%1%6%*%4%1%23%3%1%2%1%1%1%2%

a

-2-2*-*210**1351313Reliability of service
-%1%-%1%1%-%*%4%1%2%1%1%1%3%1%1%1%

a

4619*232212*42271127Other (PLEASE SPECIFY)
2%4%1%4%1%5%9%4%2%23%2%5%1%1%3%3%3%

acd

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
11078572331107509917368566110074210913892264891107Unweighted total
10768151861076468899306526106768910603692054971076Weighted total

653570102653296545173305649444646214130306653No urgency
61%70%55%61%63%61%57%58%61%64%61%58%64%62%61%

bcde

53633110053622244716028153132252719591247536Cost
50%41%54%50%47%50%52%53%50%47%50%53%45%50%50%

abb

Very little difference
between 1st and 2nd

251242510181112231523115925class delivery times
2%2%2%2%2%2%4%2%2%2%2%3%2%2%2%

Always have done /
haven't thought to

201762061856201220641020change
2%2%3%2%1%2%2%1%2%2%2%2%2%2%2%

Value for money for our
179317121381117131792717clients
2%1%1%2%3%1%3%2%2%2%2%2%1%1%2%

134*13213551391372413Reliability of service
1%1%*%1%*%1%2%1%1%1%1%2%1%1%1%

27216271423717272027571627Other (PLEASE SPECIFY)
3%3%3%3%3%3%2%3%3%3%3%1%3%3%3%

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

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
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
8071921073091089665-110487110939691089837222581107Unweighted total
7931821002651058629-107082610579171053820202421076Weighted total

5129545170643397-65151564357763852215119653No urgency
65%52%46%64%61%63%-%61%62%61%63%61%64%75%49%61%

aba

36710861127527319-5344105274365263769155536Cost
46%59%61%48%50%51%-%50%50%50%47%50%46%45%64%50%

ccc

Very little difference
between 1st and 2nd

184372515-232123232322-425class delivery times
2%2%3%3%2%2%-%2%3%2%3%2%3%-%1%2%

Always have done /
haven't thought to

142462012-2013201720181220change
2%1%4%2%2%2%-%2%2%2%2%2%2%6%1%2%

Value for money for our
102521712-171417161712-617clients
1%1%5%1%2%2%-%2%2%2%2%2%1%-%2%2%

bc

9223138-131113131382313Reliability of service
1%1%2%1%1%1%-%1%1%1%1%1%1%9%1%1%

165662617-272126232626-227Other (PLEASE SPECIFY)
2%3%6%2%2%3%-%3%3%2%3%2%3%-%1%3%

ca
Columns Tested: 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
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
728080530294732621045335772889801281107Unweighted total
727378329387703611014338738856761381076Weighted total

415448816443451376152174365064794653No urgency
55%57%62%56%49%64%61%61%64%59%59%62%69%61%

bc

215536716951337285091513854274463536Cost
38%57%47%58%59%48%45%50%45%52%50%57%46%50%

bab

Very little difference
between 1st and 2nd

-317967224917241-25class delivery times
-%1%2%3%7%1%3%2%3%2%3%1%-%2%

a

Always have done /
haven't thought to

*4155*14*19614144220change
7%1%2%2%*%2%1%2%2%2%2%6%1%2%

c

Value for money for our
-8134311216710152-17clients
-%3%2%1%3%2%3%2%2%1%2%3%-%2%

a

-2310292115872413Reliability of service
-%1%*%3%2%1%3%1%1%1%1%3%3%1%

bc

-10199318324721211627Other (PLEASE SPECIFY)
-%4%2%3%3%3%5%2%2%3%2%1%4%3%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV6f. Why does your organisation choose to send items by second class delivery?
Base: All those using 2nd class services
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
2302583103091107Unweighted total
2282593072821076Weighted total

145166182159653No urgency
64%64%59%57%61%

115115165142536Cost
50%44%54%50%50%

c

Very little difference
between 1st and 2nd

1518125class delivery times
1%2%6%*%2%

acd

Always have done /
haven't thought to

636520change
3%1%2%2%2%

Value for money for our
1221217clients
1%1%1%4%2%

bcd

225513Reliability of service
1%1%1%2%1%

5361327Other (PLEASE SPECIFY)
2%1%2%5%3%

c
Columns Tested: a,b,c,d

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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

208101416102621511916173118247class mail)?
15%16%19%19%11%13%11%19%17%14%15%18%19%16%

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

19111142431-4-23class mail)?
1%2%1%1%1%2%1%1%3%1%-%2%-%1%

12*1**2224---213Both?
1%1%1%*%*%1%1%1%4%-%-%-%2%1%

djm

Or has not changed mail
110550576776170159217849791136751280in the last 12 months?

82%81%79%80%87%83%86%79%77%85%83%79%79%82%

Don't Know (DO NOT READ
6--*-22---2*-6OUT)
*%-%-%*%-%1%1%-%-%-%2%*%-%*%

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

Ofcom; Business Postal Tracker
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

2316421671023784163121137235247class mail)?
24%16%15%15%17%16%19%15%19%12%14%32%18%16%16%

ababdef

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

25*153199131---12223class mail)?
2%5%*%1%5%1%2%1%1%-%-%-%2%1%1%

baba

12*10*13581-*-*1313Both?
1%2%*%1%*%1%1%1%1%-%3%-%1%1%1%

b

Or has not changed mail
6879238894441236356924497673012311280in the last 12 months?
72%77%85%82%76%82%78%83%78%86%79%68%79%82%82%

ddbcc

Don't Know (DO NOT READ
1--6*6*61**-*66OUT)
1%-%-%1%1%*%*%1%1%2%5%-%1%*%*%

ab

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

Ofcom; Business Postal Tracker
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

383226451011517205281336446083247class mail)?
18%18%22%16%33%27%13%23%15%21%28%17%17%19%20%12%16%

acaaadaaa

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

4417-2-219-123431023class mail)?
2%2%1%2%-%4%-%3%1%-%2%2%1%2%1%1%1%

13-31--*12-1*322413Both?
*%2%-%1%4%-%-%*%1%-%5%*%1%1%1%1%1%

aabce

Or has not changed mail
16914090219182834551145818631711842385991280in the last 12 months?
80%78%77%80%62%69%87%75%83%78%63%80%80%79%78%85%82%

dedeffffbcf

Don't Know (DO NOT READ
*-****--6**--*246OUT)
*%-%*%*%*%*%-%-%*%1%2%-%-%*%1%1%*%

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

Ofcom; Business Postal Tracker
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

23517943238114210671242411602389051105247class mail)?
22%15%19%16%17%17%18%18%16%18%16%18%19%13%16%

aaa

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

131942013181014221222911223class mail)?
1%2%2%1%2%1%3%2%2%1%2%2%1%2%1%

79399125713111372413Both?
1%1%1%1%1%1%1%1%1%1%1%1%1%1%1%

Or has not changed mail
8169811791181518999287558119570411753852206651280in the last 12 months?
76%82%78%81%79%80%77%79%81%79%81%78%80%84%82%

bec

Don't Know (DO NOT READ
56*6*662626**66OUT)
*%*%*%*%*%*%2%*%*%*%*%*%*%1%*%

abcdf

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

Ofcom; Business Postal Tracker
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

171532256245157-245200245218243--247247class mail)?
14%23%16%16%16%18%-%16%17%16%17%16%-%-%95%16%

cbc

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

152542313-2317232221-23-23class mail)?
1%1%4%1%1%1%-%1%1%1%2%1%-%63%-%1%

cac

82331311-1313131313-131313Both?
1%1%2%1%1%1%-%1%1%1%1%1%-%37%5%1%

acc

Or has not changed mail
9891771142861246694212709401245105812411280--1280in the last 12 months?
83%76%79%82%81%79%100%82%80%81%80%81%100%-%-%82%

bab

Don't Know (DO NOT READ
4***6*-626466--6OUT)
*%*%*%*%*%*%-%*%*%*%*%*%*%-%-%*%

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

Ofcom; Business Postal Tracker
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QV7a. In the last 12 months, has your organisation:
Base: All Respondents using Royal Mail services
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

164166822614315232761721991533247class mail)?
20%18%14%21%21%14%15%16%15%16%16%15%17%16%

ba

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

-6167-12220319162523class mail)?
-%2%1%2%-%1%2%1%1%2%1%2%3%1%

-2104-9*13113102113Both?
-%1%1%1%-%1%*%1%*%1%1%2%1%1%

b

Or has not changed mail
5276978303948718311974198611040841481280in the last 12 months?

80%79%83%77%77%84%81%82%83%81%82%81%79%82%

ab

Don't Know (DO NOT READ
-*6*2225434**6OUT)
-%*%1%*%2%*%2%*%1%*%*%*%*%*%

aa
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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

Changed mail from higher
cost Royal Mail product
to a lower cost Royal
Mail product (such as
1st class mail to 2nd

51547665247class mail)?
13%14%19%17%16%

cd

Changed mail from a
lower cost Royal Mail
product to a higher cost
Royal Mail product (such
as 2nd class mail to 1st

456823class mail)?
1%1%1%2%1%

414513Both?
1%*%1%1%1%

Or has not changed mail
3243363123091280in the last 12 months?
84%85%78%80%82%

bb

Don't Know (DO NOT READ
4-2*6OUT)
1%-%*%*%*%

c
Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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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

mlkj*i*h*gf*e*d*c*b*aSignificance Level: 95%
174323839112020382119122013283Unweighted total
227121417113023552217173518270Weighted total

1869131482415471715162714222Price increases
82%78%92%84%75%81%68%86%80%91%99%76%79%82%

Due to internal cost
34122-341134*4639cutting
15%9%12%14%-%10%16%20%13%23%1%12%31%15%

First class is not much
11*11-224-12-*14quicker than second
5%4%7%9%-%8%9%7%-%8%11%-%1%5%

Better quality of
10*-2125-1----12service
5%4%-%9%12%7%24%-%7%-%-%-%-%5%

8*1***221--2-9Cost implications
3%4%4%1%2%1%8%4%6%-%-%6%-%3%

Changes in the type of
31**----1---25mail sent
1%8%3%3%-%-%-%-%6%-%-%-%10%2%

m

Became more aware of
3*-1---21----4alternatives
1%1%-%6%-%-%-%3%6%-%-%-%-%2%

131**1**23**4214Other
6%5%1%3%12%1%1%4%13%1%1%12%10%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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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*cbaSignificance Level: 95%
332956165222619618774671744209283Unweighted total
2521421811325793176121137257270Weighted total

161639151132096815491126213222Price increases
65%75%92%83%96%82%73%87%71%73%75%55%77%83%82%

ddbf

Due to internal cost
54624*3919202**113739cutting

20%17%15%13%4%15%21%11%16%12%14%21%14%15%15%

a

First class is not much
23*9*144101--**1314quicker than second

10%12%*%5%1%5%4%6%5%-%-%11%4%5%5%

b

Better quality of
22*8*1293*---*1212service
7%9%1%4%1%5%10%2%2%-%-%-%4%5%5%

a

***8-9351*-*189Cost implications
1%2%1%4%-%3%4%3%7%12%-%8%7%3%3%

Changes in the type of
2*12-523-----55mail sent
7%2%2%1%-%2%2%2%-%-%-%-%-%2%2%

a

Became more aware of
*-*4-413*-*--44alternatives
*%-%1%2%-%2%1%2%1%-%11%-%-%2%2%

2**12*14771*-*11314Other
7%1%*%7%1%5%8%4%11%15%-%15%10%5%5%

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

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QV7b. And why is this?
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

ba*ba*e*d*c*ba*g*f*edcbaSignificance Level: 95%
374222575139192373182549446381283Unweighted total
423727511013519224281539486394270Weighted total

3527263787516186231232435476222Price increases
85%74%95%72%81%54%100%85%83%89%39%81%81%89%85%81%82%

Due to internal cost
7841122*232-535144839cutting

17%23%16%22%22%17%7%13%14%-%57%19%14%30%6%8%15%

ab

First class is not much
34*6-4*-10-12222514quicker than second
6%11%2%12%-%28%3%-%5%-%7%15%6%4%3%6%5%

Better quality of
-2-222-*9-*-5*5212service
-%6%-%4%19%14%-%1%4%-%1%-%12%*%8%2%5%

ac

-3-3---*9*-*-4229Cost implications
-%7%-%5%-%-%-%2%4%11%-%2%-%8%4%2%3%

d

Changes in the type of
22*4-2-*3--22--15mail sent
4%6%2%7%-%14%-%3%1%-%-%12%6%-%-%1%2%

Became more aware of
-----*--4-*-*22-4alternatives
-%-%-%-%-%1%-%-%2%-%1%-%1%4%3%-%2%

2111-*-*14-****31114Other
4%2%5%2%-%1%-%1%6%-%1%1%1%*%4%11%5%

cd

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

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
260209612711372389515127418927210059123283Unweighted total
24819748258126228761372641722609953117270Weighted total

2141583621710519155117218144215784796222Price increases
86%80%75%84%83%84%72%85%83%84%83%79%90%82%82%

eeeee

Due to internal cost
3829838133515183828381871439cutting
15%15%16%15%10%15%19%13%14%16%15%18%14%12%15%

First class is not much
141121461088149148-614quicker than second
5%6%5%5%5%4%11%6%5%5%5%8%-%5%5%

fb

Better quality of
71141248541261262512service
3%6%8%5%3%3%7%3%5%3%5%6%4%4%5%

881937519396*29Cost implications
3%4%2%3%2%3%6%1%3%2%3%6%1%2%3%

d

Changes in the type of
553535155432*25mail sent
2%2%7%2%2%2%1%3%2%2%1%2%1%2%2%

b

Became more aware of
41*4*411434-224alternatives
2%1%*%2%*%2%1%*%2%2%2%-%4%2%2%

683859451281232914Other
3%4%5%3%4%4%5%4%4%5%5%3%3%8%5%

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

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

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cb*acba*fedcba*c*baSignificance Level: 95%
190652779281182-282233281253278-21262283Unweighted total
186552861268170-268217267240264-23247270Weighted total

157471847220137-220178220196218-5217222Price increases
84%85%66%78%82%81%-%82%82%82%82%82%-%24%88%82%

Due to internal cost
2667133930-3934393139-*3939cutting
14%12%25%22%15%18%-%15%16%15%13%15%-%1%16%15%

First class is not much
12-22147-1410141414-31114quicker than second
6%-%8%3%5%4%-%5%5%5%6%5%-%12%5%5%

b

Better quality of
7424129-1210121011-7512service
4%6%6%6%5%6%-%5%4%5%4%4%-%31%2%5%

72*296-94979-369Cost implications
4%4%*%4%3%4%-%3%2%3%3%3%-%12%3%3%

Changes in the type of
112355-55555--55mail sent
1%3%8%5%2%3%-%2%2%2%2%2%-%-%2%2%

Became more aware of
14-243-42434--44alternatives
*%6%-%3%2%2%-%2%1%2%1%2%-%-%2%2%

c

10221149-1414141413-6814Other
6%4%6%2%5%5%-%5%6%5%6%5%-%28%3%5%

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

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

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babac*baSignificance Level: 95%
171184993315818265772062242235283Unweighted total
170181892615517253791912141737270Weighted total

154153692213015207741481801131222Price increases
100%78%84%78%84%84%87%82%93%78%84%63%82%82%

a

Due to internal cost
-152910428*39633305439cutting
-%22%16%11%15%18%3%15%8%17%14%28%12%15%

b

First class is not much
-66827-1411310*414quicker than second
-%9%3%9%7%5%-%6%1%7%4%3%10%5%

Better quality of
-28426111111102-12service
-%3%5%5%7%4%6%4%1%6%5%13%-%5%

-372*5-9187*19Cost implications
-%4%4%2%1%3%-%3%1%4%3%1%4%3%

Changes in the type of
-423-2-5233-25mail sent
-%6%1%4%-%1%-%2%3%1%2%-%5%2%

Became more aware of
--224*-4*441-4alternatives
-%-%1%2%14%*%-%2%1%2%2%3%-%2%

a

-21222611321213*114Other
-%3%7%2%8%4%8%5%2%6%6%1%3%5%

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

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

Ofcom; Business Postal Tracker
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QV7b. And why is this?
Base: All respondents who have changed Royal Mail services
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
58558189283Unweighted total
55598273270Weighted total

47497254222Price increases
86%82%87%74%82%

a

Due to internal cost
68111539cutting

10%13%13%21%15%

First class is not much
518-14quicker than second
9%1%10%-%5%

aac

Better quality of
*2*912service
1%4%1%12%5%

bd

2*-79Cost implications
3%1%-%9%3%

bc

Changes in the type of
2*-25mail sent
4%1%-%3%2%

Became more aware of
*1*24alternatives
1%2%1%3%2%

342614Other
6%6%2%8%5%

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

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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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%
912211113---214Unweighted total

12*1**2224---213Weighted total

Better quality of
7-1--22-1---28service

61%-%100%-%-%100%100%-%33%-%-%-%100%61%

Changes in the type of
2*-----2-----2mail sent

15%100%-%-%-%-%-%100%-%-%-%-%-%17%

*---*--------*Price increases
2%-%-%-%100%-%-%-%-%-%-%-%-%1%

First class is not much
---*---------*quicker than second
-%-%-%50%-%-%-%-%-%-%-%-%-%1%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-**----3----3Other
22%-%50%50%-%-%-%-%67%-%-%-%-%24%

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

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

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All respondents who have changed Royal Mail Services

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*c*b*a*b*a*b*a*f*e*d*c*b*aSignificance Level: 95%
21110113594-1-31014Unweighted total
12*10*13581-*-*1313Weighted total

Better quality of
1--7-853*---*88service

92%-%-%68%-%61%98%38%26%-%-%-%39%62%61%

Changes in the type of
-2-*-2-2-----22mail sent
-%100%-%5%-%17%-%27%-%-%-%-%-%18%17%

--*--*-**-*---*Price increases
-%-%100%-%-%1%-%2%34%-%100%-%-%-%1%

First class is not much
*----**-*---*-*quicker than second
8%-%-%-%-%1%2%-%20%-%-%-%30%-%1%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---3*3*3*---*33Other
-%-%-%32%100%23%10%32%20%-%-%-%30%24%24%

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

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

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All respondents who have changed Royal Mail Services
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

*b*a*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
23-51--112-22212514Unweighted total
13-31--*12-1*322413Weighted total

Better quality of
*1-21---7-1*-2238service

72%48%-%53%100%-%-%-%57%-%92%43%-%100%79%69%61%

Changes in the type of
--------2---2-*-2mail sent
-%-%-%-%-%-%-%-%19%-%-%-%58%-%21%-%17%

*--*---*---*----*Price increases
28%-%-%6%-%-%-%100%-%-%-%57%-%-%-%-%1%

First class is not much
-*-*----*-*-----*quicker than second
-%4%-%3%-%-%-%-%1%-%8%-%-%-%-%-%1%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-2----3---1--23Other
72%48%-%53%-%-%-%-%27%-%-%-%42%-%-%42%24%

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

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

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All respondents who have changed Royal Mail Services
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

*b*a*c*b*a*f*e*d*c*b*a*c*b*aSignificance Level: 95%
10114118126814111481514Unweighted total
79399125713111372413Weighted total

Better quality of
461668348884228service

52%61%41%61%65%68%61%52%61%66%61%55%100%54%61%

Changes in the type of
****22222222-*2mail sent
7%5%15%5%20%19%34%25%17%20%17%24%-%11%17%

**-*-******--**Price increases
3%2%-%2%-%2%4%3%1%2%1%-%-%4%1%

First class is not much
************--*quicker than second
2%1%3%1%1%1%2%2%1%1%1%1%-%-%1%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

331312-23232-13Other
44%35%41%35%14%15%-%25%24%15%24%26%-%31%24%

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

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

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All respondents who have changed Royal Mail Services
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*aSignificance Level: 95%
83351410-1414141414-141414Unweighted total
82331311-1313131313-131313Weighted total

Better quality of
6*2185-88888-888service

74%7%58%43%61%51%-%61%61%61%61%61%-%61%61%61%

Changes in the type of
2*-*22-22222-222mail sent

21%25%-%14%17%22%-%17%17%17%17%17%-%17%17%17%

*---**-*****-***Price increases
2%-%-%-%1%2%-%1%1%1%1%1%-%1%1%1%

First class is not much
*--***-*****-***quicker than second
1%-%-%3%1%1%-%1%1%1%1%1%-%1%1%1%

Became more aware of
----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111133-33333-333Other
7%68%42%39%24%25%-%24%24%24%24%24%-%24%24%24%

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

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

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All respondents who have changed Royal Mail Services
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Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-4113-10113212121114Unweighted total
-2104-9*13113102113Weighted total

Better quality of
-*53-5*8*85218service
-%23%51%87%-%61%100%60%72%60%49%100%100%61%

Changes in the type of
--2*-*-2-22--2mail sent
-%-%18%13%-%5%-%17%-%18%22%-%-%17%

-**--*-**-*--*Price increases
-%9%2%-%-%2%-%1%28%-%2%-%-%1%

First class is not much
-**--*-*-**--*quicker than second
-%5%1%-%-%1%-%1%-%1%1%-%-%1%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-23--3-3*33--3Other
-%86%32%-%-%36%-%24%72%21%31%-%-%24%

--------------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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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 respondents who have changed Royal Mail Services
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

*d*c*b*aSignificance Level: 95%
325414Unweighted total
414513Weighted total

Better quality of
2-338service

56%-%92%50%61%

Changes in the type of
2*--2mail sent

44%81%-%-%17%

--*-*Price increases
-%-%5%-%1%

First class is not much
--*-*quicker than second
-%-%3%-%1%

Became more aware of
-----alternatives
-%-%-%-%-%

-----Cost implications
-%-%-%-%-%

-*-33Other
-%19%-%59%24%

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

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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QV7ci. And why has your organisation 'changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product (such as 2nd class mail to 1st class mail)'?
Base: All 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%
912211113---214Unweighted total

12*1**2224---213Weighted total

Due to internal cost
4-------3---24cutting

37%-%-%-%-%-%-%-%67%-%-%-%93%33%

2-**--2------2Cost implications
15%-%50%50%-%-%100%-%-%-%-%-%-%18%

2--*-2------*2Price increases
19%-%-%50%-%100%-%-%-%-%-%-%7%18%

First class is not much
2-*---2------2quicker than second

15%-%50%-%-%-%100%-%-%-%-%-%-%17%

Changes in the type of
**--*-------*1mail sent
3%100%-%-%100%-%-%-%-%-%-%-%7%6%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--*---21----3Other
26%-%-%50%-%-%-%100%33%-%-%-%-%24%

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

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

Ofcom; Business Postal Tracker
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QV7cii. And why has your organisation 'changed mail from a higher cost Royal Mail product to a lower cost Royal Mail product (such as 1st class mail to 2nd class mail)'?
Base: All respondents who have changed Royal Mail Services
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*c*b*a*b*a*b*a*f*e*d*c*b*aSignificance Level: 95%
21110113594-1-31014Unweighted total
12*10*13581-*-*1313Weighted total

Due to internal cost
1--3-423-----44cutting

92%-%-%31%-%33%36%31%-%-%-%-%-%34%33%

---2*2*2*---*22Cost implications
-%-%-%24%100%17%10%23%20%-%-%-%30%18%18%

*--2-22**---*22Price increases
8%-%-%23%-%18%45%2%46%-%-%-%70%17%18%

First class is not much
---2-2*2-----22quicker than second
-%-%-%23%-%17%10%21%-%-%-%-%-%18%17%

Changes in the type of
--*1-1-1*-*-**1mail sent
-%-%100%6%-%6%-%10%60%-%100%-%39%4%6%

Better quality of
---------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-1*3-3*---*33Other
-%100%-%14%100%23%-%38%20%-%-%-%30%24%24%

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

Columns Tested: a,b,c,d,e,f - a,b - 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 respondents who have changed Royal Mail Services
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

*b*a*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
23-51--112-22212514Unweighted total
13-31--*12-1*322413Weighted total

Due to internal cost
-3-31---3-1-12--4cutting
-%96%-%77%100%-%-%-%26%-%92%-%42%100%-%-%33%

*--*----2-----212Cost implications
72%-%-%14%-%-%-%-%20%-%-%-%-%-%79%13%18%

-*-*----2-**---22Price increases
-%4%-%3%-%-%-%-%20%-%8%43%-%-%-%47%18%

First class is not much
--------2-----2*2quicker than second
-%-%-%-%-%-%-%-%19%-%-%-%-%-%79%11%17%

Changes in the type of
*--*---*1--*--*-1mail sent

28%-%-%6%-%-%-%100%5%-%-%100%-%-%21%-%6%

Better quality of
-----------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------3---2--13Other
-%-%-%-%-%-%-%-%27%-%-%-%58%-%-%31%24%

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

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

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 respondents who have changed Royal Mail Services
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

*b*a*c*b*a*f*e*d*c*b*a*c*b*aSignificance Level: 95%
10114118126814111481514Unweighted total
79399125713111372413Weighted total

Due to internal cost
443414314341214cutting

61%49%81%49%14%37%58%18%33%27%33%18%100%31%33%

12-222-22221-22Cost implications
8%27%-%27%20%19%-%32%18%20%18%8%-%42%18%

****22**2222--2Price increases
3%3%3%3%26%20%5%4%18%21%18%32%-%-%18%

First class is not much
-2-222-2222--22quicker than second
-%20%-%20%25%19%-%25%17%16%17%-%-%54%17%

Changes in the type of
11*1*1**111*-11mail sent

11%9%15%9%2%7%6%5%6%7%6%2%-%16%6%

Better quality of
---------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-132233333--3Other
20%16%-%16%34%15%34%44%24%27%24%44%-%-%24%

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

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

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 respondents who have changed Royal Mail Services

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*aSignificance Level: 95%
83351410-1414141414-141414Unweighted total
82331311-1313131313-131313Weighted total

Due to internal cost
211344-44444-444cutting

21%68%42%78%33%42%-%33%33%33%33%33%-%33%33%33%

2---22-22222-222Cost implications
28%-%-%-%18%17%-%18%18%18%18%18%-%18%18%18%

2*-*2*-22222-222Price increases
27%7%-%8%18%1%-%18%18%18%18%18%-%18%18%18%

First class is not much
2-*-22-22222-222quicker than second

21%-%16%-%17%22%-%17%17%17%17%17%-%17%17%17%

Changes in the type of
*1-111-11111-111mail sent
2%32%-%19%6%6%-%6%6%6%6%6%-%6%6%6%

Better quality of
----------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-1-33-33333-333Other
23%-%42%-%24%29%-%24%24%24%24%24%-%24%24%24%

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

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

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 respondents who have changed Royal Mail Services

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-4113-10113212121114Unweighted total
-2104-9*13113102113Weighted total

Due to internal cost
-113-4-4-41214cutting
-%62%13%87%-%50%-%33%-%35%13%100%100%33%

-*2--2-2*22--2Cost implications
-%23%24%-%-%27%-%18%72%15%23%-%-%18%

-*2--**2-22--2Price increases
-%5%24%-%-%1%100%17%-%19%23%-%-%18%

First class is not much
--2--2-2-22--2quicker than second
-%-%23%-%-%20%-%17%-%18%22%-%-%17%

Changes in the type of
-***-1*1*11--1mail sent
-%9%3%13%-%8%100%5%28%5%8%-%-%6%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3--1-3-33--3Other
-%-%33%-%-%16%-%24%-%25%31%-%-%24%

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

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

Ofcom; Business Postal Tracker
Table 28  (continuation)                                                                                                                                                                        Page 292

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 respondents who have changed Royal Mail Services

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

*d*c*b*aSignificance Level: 95%
325414Unweighted total
414513Weighted total

Due to internal cost
--314cutting
-%-%88%25%33%

2*-*2Cost implications
44%19%-%9%18%

--*22Price increases
-%-%7%41%18%

First class is not much
2---2quicker than second

56%-%-%-%17%

Changes in the type of
-**-1mail sent
-%81%9%-%6%

Better quality of
-----service
-%-%-%-%-%

Became more aware of
-----alternatives
-%-%-%-%-%

2*-13Other
44%19%-%25%24%

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

Columns Tested: 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 respondents who have changed Royal Mail Services

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
22445232371-2235Unweighted total
31221164571-4236Weighted total

Better quality of
13*11-44-3---215service
40%25%62%83%-%67%100%-%41%-%-%-%100%42%

5**-*--4-1---6Price increases
16%25%7%-%13%-%-%67%-%100%-%-%-%16%

First class is not much
2*-*-2-------3quicker than second
7%25%-%8%-%33%-%-%-%-%-%-%-%8%

2-*--------2-3Cost implications
7%-%31%-%-%-%-%-%-%-%-%50%-%7%

Changes in the type of
2*-----2-----2mail sent
6%25%-%-%-%-%-%33%-%-%-%-%-%6%

Due to internal cost
*-------*----*cutting
1%-%-%-%-%-%-%-%3%-%-%-%-%1%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9-**1---5--2-9Other
28%-%31%8%87%-%-%-%78%-%-%50%-%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 as your organisation changed mail from a lower cost Royal Mail product to a higher cost Royal Mail product?
Base: All respondents who have changed from a lower cost Royal Mail Product to a higher cost Royal Mail Product

Produced by OLR
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Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*c*b*a*ba*b*a*f*e*d*c*b*aSignificance Level: 95%
4522443111248-1-72735Unweighted total
3712533314221-*-13536Weighted total

Better quality of
12-12*15114*---*1515service

41%26%-%48%3%46%75%21%38%-%-%-%46%42%42%

-41133-6*-*-*56Price increases
-%49%100%6%93%8%-%26%26%-%100%-%11%15%16%

First class is not much
1--2-3*3*---*33quicker than second

19%-%-%9%-%8%1%12%10%-%-%-%11%7%8%

---3-3-3-----33Cost implications
-%-%-%10%-%8%-%12%-%-%-%-%-%7%7%

Changes in the type of
-2-*-2-2-----22mail sent
-%25%-%2%-%7%-%10%-%-%-%-%-%7%6%

Due to internal cost
---*-*-**---*-*cutting
-%-%-%1%-%1%-%1%16%-%-%-%20%-%1%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--8*954*---*99Other
41%-%-%33%3%28%37%19%26%-%-%-%31%26%26%

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

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

Ofcom; Business Postal Tracker
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Q7bi. And why as 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

*b*a*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
5711111-330-435451435Unweighted total
4711012-231-226651536Weighted total

Better quality of
*2-212-*12-1*224515service

11%23%-%21%100%100%-%5%39%-%70%7%39%34%77%36%42%

*2-2---24--2*2-16Price increases
4%26%-%20%-%-%-%95%12%-%-%93%8%30%-%9%16%

First class is not much
2*-2----3-1----23quicker than second

50%2%-%23%-%-%-%-%9%-%30%-%-%-%-%14%8%

-2-2----3----2*-3Cost implications
-%31%-%21%-%-%-%-%8%-%-%-%-%36%9%-%7%

Changes in the type of
--------2---2-*-2mail sent
-%-%-%-%-%-%-%-%7%-%-%-%31%-%9%-%6%

Due to internal cost
*--*----*-----*-*cutting
4%-%-%2%-%-%-%-%1%-%-%-%-%-%4%-%1%

Became more aware of
-----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2112----9---1*-89Other
42%21%100%20%-%-%-%-%31%-%-%-%22%3%-%53%26%

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

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

Ofcom; Business Postal Tracker
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Q7bi. And why as 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

*b*a*cb*a*f*e*dc*ba*c*b*aSignificance Level: 95%
2229930192814203423341631635Unweighted total
2027729222915213624361631636Weighted total

Better quality of
6123128127615111563615service

28%45%44%43%36%42%43%28%42%49%42%38%100%34%42%

64*626266464-26Price increases
27%14%6%19%10%19%13%27%16%18%16%25%-%10%16%

First class is not much
231333233131-23quicker than second

11%10%8%9%12%9%15%13%8%3%8%4%-%13%8%

23-3233-3232-*3Cost implications
10%9%-%9%10%9%17%-%7%9%7%13%-%3%7%

Changes in the type of
****22222222-*2mail sent
2%2%6%2%8%8%12%9%6%10%6%11%-%3%6%

Due to internal cost
**-***-*****--*cutting
1%1%-%1%1%1%-%1%1%1%1%1%-%-%1%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

673756159592169Other
29%26%37%25%23%19%10%26%26%19%26%11%41%38%26%

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

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

Ofcom; Business Postal Tracker
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Q7bi. And why as 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

*c*b*a*cb*a*fedcba*cb*aSignificance Level: 95%
235793521-3530353334-351435Unweighted total
234883623-3631363535-361336Weighted total

Better quality of
92431510-1513151514-15815service

39%57%42%45%42%43%-%42%41%42%43%40%-%42%61%42%

4-2266-66666-6*6Price increases
17%-%21%30%16%24%-%16%18%16%16%16%-%16%1%16%

First class is not much
2-**31-33333-3*3quicker than second

10%-%6%1%8%3%-%8%9%8%8%8%-%8%1%8%

3---3--3-323-3-3Cost implications
11%-%-%-%7%-%-%7%-%7%6%8%-%7%-%7%

Changes in the type of
2*-*22-22222-222mail sent
8%12%-%6%6%10%-%6%7%6%6%7%-%6%17%6%

Due to internal cost
*---*--*-***-*-*cutting
1%-%-%-%1%-%-%1%-%1%1%1%-%1%-%1%

Became more aware of
----------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

513196-99998-939Other
24%31%31%20%26%27%-%26%30%26%27%23%-%26%24%26%

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

Columns Tested: 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 as 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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*ba*b*a*c*b*aSignificance Level: 95%
-102510-23431827283435Unweighted total
-82510-21233432264636Weighted total

Better quality of
-1114-9114114112115service
-%10%45%34%-%43%46%42%36%43%44%56%22%42%

-*24-4-6153216Price increases
-%2%8%34%-%21%-%17%19%15%10%44%22%16%

First class is not much
-2*3-1-3-31-23quicker than second
-%28%*%25%-%3%-%8%-%8%2%-%35%8%

-23--*-3*23--3Cost implications
-%26%10%-%-%2%-%8%12%7%10%-%-%7%

Changes in the type of
--2*-*-2-22--2mail sent
-%-%7%5%-%2%-%7%-%7%9%-%-%6%

Due to internal cost
-*-*---*-**--*cutting
-%2%-%2%-%-%-%1%-%1%1%-%-%1%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-39--818288-19Other
-%40%37%-%-%38%54%24%44%24%31%-%22%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 as 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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

*d*c*b*aSignificance Level: 95%
68111035Unweighted total
86101336Weighted total

Better quality of
324615service

35%41%39%49%42%

1*226Price increases
16%9%22%14%16%

First class is not much
-*2-3quicker than second
-%9%23%-%8%

-*-23Cost implications
-%9%-%17%7%

Changes in the type of
2*--2mail sent

23%9%-%-%6%

Due to internal cost
--*-*cutting
-%-%2%-%1%

Became more aware of
-----alternatives
-%-%-%-%-%

21159Other
27%25%14%36%26%

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

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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Q7bi. And why as 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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*i*h*gf*e*d*c*b*aSignificance Level: 95%
170303838111920372018121815276Unweighted total
219111516102823532316173120261Weighted total

1839131482615441714162715219Price increases
83%80%89%90%83%95%68%83%77%90%99%86%72%84%

Due to internal cost
38122-341154*4743cutting
17%10%11%15%-%11%16%20%23%25%1%14%37%17%

First class is not much
11-11-*44-12-*14quicker than second
5%-%10%9%-%1%16%7%-%8%11%-%1%5%

7*1***421----9Cost implications
3%4%4%1%2%1%16%4%6%-%-%-%-%3%

Changes in the type of
31***---1---26mail sent
2%13%3%3%2%-%-%-%6%-%-%-%10%2%

fm

Better quality of
5--*1-4------5service
2%-%-%3%13%-%16%-%-%-%-%-%-%2%

Became more aware of
3*-1---21----4alternatives
1%1%-%6%-%-%-%3%6%-%-%-%-%2%

101*1-**41**2211Other
4%6%1%4%-%1%1%7%6%1%1%7%9%4%

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

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

Ofcom; Business Postal Tracker
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Q7bii. And why as 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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*cbaSignificance Level: 95%
332656161202569518174681743202276Unweighted total
2418421771025089171121137248261Weighted total

161339152102097014991126210219Price increases
67%71%92%86%95%84%79%87%73%73%63%55%82%85%84%

ddf

Due to internal cost
64627*4321232**114243cutting

25%20%15%15%5%17%24%13%14%12%12%21%12%17%17%

a

First class is not much
23*9*14591--**1314quicker than second
8%15%*%5%1%5%5%5%5%-%-%11%4%5%5%

***8*9451*-*189Cost implications
1%2%1%4%1%3%4%3%8%12%-%8%9%3%3%

Changes in the type of
2*12-624*-*-*56mail sent
7%3%3%1%-%2%3%2%3%-%16%-%2%2%2%

a

Better quality of
2-*3-542-----55service
7%-%1%2%-%2%4%1%-%-%-%-%-%2%2%

Became more aware of
*-*4-413*-*--44alternatives
*%-%1%2%-%2%1%2%1%-%9%-%-%2%2%

*2*8*11291*-*11011Other
2%12%*%5%2%4%3%5%10%15%-%15%9%4%4%

a

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

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

Ofcom; Business Postal Tracker
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Q7bii. And why as 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

ba*ba*e*d*c*ba*g*f*edcbaSignificance Level: 95%
364121566129182313182648426277276Unweighted total
393526481111517217291440466388261Weighted total

3526263587514185231031415477219Price increases
92%73%100%73%72%63%100%83%85%89%37%77%80%90%86%87%84%

a

Due to internal cost
71141332*235-637164843cutting

18%31%17%28%31%19%7%14%16%-%66%21%17%36%6%9%17%

abd

First class is not much
*4*4-4*-10-*2224414quicker than second
1%11%2%8%-%33%3%-%5%-%2%17%6%4%6%4%5%

*1-1---*8*-*-2439Cost implications
1%2%-%2%-%-%-%2%4%11%-%2%-%4%6%3%3%

Changes in the type of
22*4-2-13--22-*16mail sent
5%6%2%8%-%16%-%4%2%-%-%16%6%-%1%1%2%

Better quality of
-2-22---4---2-3-5service
-%5%-%4%16%-%-%-%2%-%-%-%6%-%5%-%2%

a

Became more aware of
-----*--4-*-*22-4alternatives
-%-%-%-%-%1%-%-%2%-%1%-%1%4%3%-%2%

*1-1-*-*11-**2-3611Other
1%2%-%2%-%1%-%1%5%-%1%1%6%-%4%7%4%

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

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

Ofcom; Business Postal Tracker
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Q7bii. And why as 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
258202602631342349314726818826610058117276Unweighted total
24218847247123222721312551712519753109261Weighted total

2091553521210518854112215142212764794219Price increases
86%83%76%86%86%85%75%86%85%83%84%78%89%87%84%

eeee

Due to internal cost
42341042143918194231421991543cutting
17%18%22%17%11%18%25%15%17%18%17%20%17%14%17%

First class is not much
1111213610671410148-614quicker than second
5%6%4%5%5%4%9%5%5%6%5%8%-%5%5%

b

771937249495*49Cost implications
3%4%2%3%2%3%3%3%3%2%3%5%1%3%3%

Changes in the type of
654635156542*36mail sent
2%3%8%2%2%2%2%4%2%3%2%2%1%3%2%

b

Better quality of
542524225254*15service
2%2%4%2%1%2%2%1%2%1%2%4%1%1%2%

Became more aware of
41*4*411434-224alternatives
2%1%*%2%*%2%1%*%2%2%2%-%4%2%2%

551557459896*411Other
2%3%2%2%4%3%5%4%3%5%3%7%1%4%4%

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

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Q7bii. And why as 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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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cb*acba*fedcba*c*baSignificance Level: 95%
183662680274181-275231274248272-14276276Unweighted total
180552660259168-259213258231257-13261261Weighted total

155471645217132-217175217193215-2219219Price increases
86%85%64%75%84%78%-%84%82%84%83%84%-%18%84%84%

Due to internal cost
2888164335-4339433543-44343cutting
15%14%32%27%17%21%-%17%18%17%15%17%-%33%17%17%

First class is not much
11-22148-1410141414-21414quicker than second
6%-%9%3%5%5%-%5%5%5%6%5%-%17%5%5%

b

62*298-96979-299Cost implications
4%4%*%4%3%5%-%3%3%3%3%3%-%18%3%3%

Changes in the type of
122365-66666-166mail sent
1%4%9%6%2%3%-%2%3%2%3%2%-%6%2%2%

Better quality of
41-255-55535--55service
2%2%-%3%2%3%-%2%2%2%1%2%-%-%2%2%

Became more aware of
14-243-42434--44alternatives
*%7%-%3%2%2%-%2%1%2%1%2%-%-%2%2%

c

7221118-1111111111-31111Other
4%4%6%2%4%5%-%4%5%4%5%4%-%24%4%4%

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

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Q7bii. And why as 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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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babac*baSignificance Level: 95%
169181953315516260732032202133276Unweighted total
166175852615215246761842091734261Weighted total

15415366221261520473146180929219Price increases
100%82%87%77%84%83%100%83%96%79%86%54%87%84%

aa

Due to internal cost
-173113433*43638317643cutting
-%25%17%15%15%22%3%18%8%20%15%39%17%17%

b

First class is not much
-49529-1411311*214quicker than second
-%7%5%6%7%6%-%6%1%7%5%3%5%5%

-162*7-9187*19Cost implications
-%2%4%3%1%4%-%4%1%4%3%1%4%3%

Changes in the type of
-424-3*6234-26mail sent
-%6%1%4%-%2%1%2%3%2%2%-%5%2%

Better quality of
-22422-5-542-5service
-%3%1%4%7%1%-%2%-%3%2%11%-%2%

a

Became more aware of
--224*-4*441-4alternatives
-%-%1%2%14%*%-%2%1%2%2%3%-%2%

a

-19223-1111011*-11Other
-%1%5%2%8%2%-%4%1%6%5%1%-%4%

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

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

Ofcom; Business Postal Tracker
Table 30  (continuation)                                                                                                                                                                        Page 306

Q7bii. And why as 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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
58518087276Unweighted total
55558070261Weighted total

46487054219Price increases
83%88%88%77%84%

Due to internal cost
68131743cutting

10%14%17%24%17%

d

First class is not much
7*6-14quicker than second

13%*%8%-%5%

aca

4*-59Cost implications
6%*%-%7%3%

bb

Changes in the type of
21*26mail sent
4%2%*%3%2%

Better quality of
---55service
-%-%-%8%2%

bcd

Became more aware of
*1*24alternatives
1%2%1%3%2%

32*511Other
5%4%1%8%4%

b

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

Columns Tested: a,b,c,d
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Q7bii. And why as your organisation changed mail 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

mlkj*ihgf*ed*cb*aSignificance Level: 95%
288524658293531582538233118444Unweighted total
323151521245641682029264216375Weighted total

8*1112----*5-10Packetpost
3%1%9%3%5%4%-%-%-%-%1%11%-%3%

fmdfm

4*1----*-22--5PPI 2nd Class
1%3%5%-%-%-%-%*%-%6%7%-%-%1%

m

4------21--*-4Presstream 2
1%-%-%-%-%-%-%3%6%-%-%1%-%1%

3---1--*-1---3PPI 1st Class
1%-%-%-%6%-%-%*%-%4%-%-%-%1%

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

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

Royal Mail International
1-*------1---1Bulk Mail
*%-%1%-%-%-%-%-%-%4%-%-%-%*%

m

*-*-------*--1Packetsort
*%-%3%-%-%-%-%-%-%-%1%-%-%*%

m

*-*-------*--1Sustainable Mail
*%-%3%-%-%-%-%-%-%-%1%-%-%*%

m

*-*--------*-*Cleanmail
*%-%1%-%-%-%-%-%-%-%-%1%-%*%

--**---------*Cleanmail Advance
-%-%1%1%-%-%-%-%-%-%-%-%-%*%

m

*---------*--*Responsible Mail
*%-%-%-%-%-%-%-%-%-%1%-%-%*%

--------------Cleanmail Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Presstream 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
--------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 2nd Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Mailsort 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgf*ed*cb*aSignificance Level: 95%
288524658293531582538233118444Unweighted total
323151521245641682029264216375Weighted total

--------------Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
9*-2*2*2-4---10PLEASE SPECIFY)
3%1%-%8%1%4%*%3%-%15%-%-%-%3%

bfgklm

None of these (DO NOT
293141318235241621922223716338READ OUT)
91%92%85%86%93%92%100%91%93%75%85%87%100%90%

ddbdjkd

Don't Know (DO NOT READ
4***---2*-2--5OUT)
1%3%1%2%-%-%-%3%1%-%7%-%-%1%

*-**-------*-1NET: Cleanmail
*%-%1%1%-%-%-%-%-%-%-%1%-%*%

4------21--*-4NET: Presstream
1%-%-%-%-%-%-%3%6%-%-%1%-%1%

--------------NET: Walksort
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*----2---*-3NET: Mailsort
1%-%3%-%-%-%-%3%-%-%-%1%-%1%

5*1-1--*-22--6NET: PPI
2%3%5%-%6%-%-%*%-%6%7%-%-%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*dcbaSignificance Level: 95%
896512616452392142302176202333100268444Unweighted total
4250108175213541172582934617346375Weighted total

*34338461****1010Packetpost
*%5%4%2%14%2%4%2%3%4%3%8%1%3%3%

dab

4**--5141*-**45PPI 2nd Class
10%1%*%-%-%1%1%1%3%10%-%6%1%1%1%

abc

4----422*-*-*34Presstream 2
8%-%-%-%-%1%2%1%2%-%9%-%1%1%1%

abc

1-1--3*3*--**33PPI 1st Class
4%-%1%-%-%1%*%1%1%-%-%2%1%1%1%

a

3---*23-*-*--23Mailsort 3
6%-%-%-%2%1%2%-%1%-%9%-%-%1%1%

abca

2----22------22Mailsort 2
5%-%-%-%-%1%2%-%-%-%-%-%-%1%1%

aba

Royal Mail International
--1**1-1*-*--11Bulk Mail
-%-%1%*%1%*%-%1%*%-%3%-%-%*%*%

--*******--*-*1Packetsort
-%-%*%*%1%*%*%*%*%-%-%2%-%*%*%

a

*-*-*****--*-*1Sustainable Mail
1%-%*%-%1%*%*%*%*%-%-%2%-%*%*%

a

*-*--*-***--*-*Cleanmail
*%-%*%-%-%*%-%*%1%4%-%-%2%-%*%

aa

*----*-****-*-*Cleanmail Advance
1%-%-%-%-%*%-%*%1%4%6%-%1%-%*%

a

--*-*--**--*--*Responsible Mail
-%-%*%-%1%-%-%*%*%-%-%2%-%-%*%

a

---------------Cleanmail Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Presstream 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
---------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f - a,b - 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?
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*dcbaSignificance Level: 95%
896512616452392142302176202333100268444Unweighted total
4250108175213541172582934617346375Weighted total

---------------Walksort 2nd Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Mailsort 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
3323*10281--*1910PLEASE SPECIFY)
6%5%2%2%1%3%2%3%4%-%-%3%6%3%3%

a

None of these (DO NOT
304598165173211072312422515314338READ OUT)
71%89%91%95%82%91%91%90%84%78%69%83%88%91%90%

dddf

Don't Know (DO NOT READ
1**4*5*5**--*55OUT)
2%*%*%2%1%1%*%2%2%8%-%-%1%1%1%

*-*--1-11**-*-1NET: Cleanmail
1%-%*%-%-%*%-%*%3%4%6%-%3%-%*%

aa

4----422*-*-*34NET: Presstream
8%-%-%-%-%1%2%1%2%-%9%-%1%1%1%

abc

---------------NET: Walksort
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3---*23-*-*--23NET: Mailsort
6%-%-%-%2%1%2%-%1%-%9%-%-%1%1%

abca

4*1--6151*-**56NET: PPI
10%1%1%-%-%2%1%2%3%10%-%6%2%2%2%

abc

Columns Tested: a,b,c,d,e,f - a,b - 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?
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*edcba*gfedcbaSignificance Level: 95%
78854212123303045316105369100816863444Unweighted total
74613996162119282924174391846868375Weighted total

515121-35-1-243110Packetpost
6%2%13%1%14%3%-%9%2%-%4%-%2%4%4%1%3%

aa

2**221*2*212*---5PPI 2nd Class
3%*%1%2%10%5%1%6%*%48%4%4%1%-%-%-%1%

aa

*1*1--*-322----*4Presstream 2
1%2%1%1%-%-%2%-%1%38%11%-%-%-%-%*%1%

abcde

1--11-*-1-*1-1--3PPI 1st Class
2%-%-%1%9%-%1%-%*%-%1%3%-%2%-%-%1%

-*-*----3-3-----3Mailsort 3
-%1%-%1%-%-%-%-%1%-%15%-%-%-%-%-%1%

abcde

-*-*----2-2-----2Mailsort 2
-%1%-%1%-%-%-%-%1%-%14%-%-%-%-%-%1%

abcde

Royal Mail International
1-1----1*------11Bulk Mail
2%-%3%-%-%-%-%5%*%-%-%-%-%-%-%2%*%

aa

**1-----1-----**1Packetsort
*%1%2%-%-%-%-%-%*%-%-%-%-%-%*%1%*%

****----1-*---*-1Sustainable Mail
*%1%*%1%-%-%-%-%*%-%3%-%-%-%*%-%*%

-*-*----**-*----*Cleanmail
-%*%-%*%-%-%-%-%*%3%-%1%-%-%-%-%*%

-*-*-******-----*Cleanmail Advance
-%*%-%*%-%1%1%*%*%5%1%-%-%-%-%-%*%

*-*-----*-----*-*Responsible Mail
*%-%*%-%-%-%-%-%*%-%-%-%-%-%*%-%*%

-----------------Cleanmail Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Presstream 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
-----------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Walksort 2nd Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*edcba*gfedcbaSignificance Level: 95%
78854212123303045316105369100816863444Unweighted total
74613996162119282924174391846868375Weighted total

-----------------Mailsort 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
2*2*21*16-*153-110PLEASE SPECIFY)
3%*%5%*%14%6%1%4%2%-%1%2%6%4%-%2%3%

ab

None of these (DO NOT
635629909181820272*124083776561338READ OUT)
85%92%74%93%60%88%96%73%93%8%74%94%91%92%96%89%90%

bbbfffff

Don't Know (DO NOT READ
1212*--*4**-1*-45OUT)
1%3%2%2%2%-%-%2%1%3%3%-%1%*%-%5%1%

c

-*-*-*******----1NET: Cleanmail
-%*%-%*%-%1%1%*%*%5%1%1%-%-%-%-%*%

*1*1--*-322----*4NET: Presstream
1%2%1%1%-%-%2%-%1%38%11%-%-%-%-%*%1%

abcde

-----------------NET: Walksort
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*----3-3-----3NET: Mailsort
-%1%-%1%-%-%-%-%1%-%15%-%-%-%-%-%1%

abcde

2**221*22212*1--6NET: PPI
3%*%1%2%10%5%2%6%1%48%5%4%1%2%-%-%2%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
368364124430234397444290437341434193110139444Unweighted total
3063038136218433737522437127236716487122375Weighted total

101071010101010109109*110Packetpost
3%3%8%3%6%3%3%4%3%3%3%6%*%1%3%

bab

532545555454**5PPI 2nd Class
2%1%3%1%2%1%1%2%1%1%1%3%*%*%1%

44*4*4424443-*4Presstream 2
1%1%*%1%*%1%1%1%1%1%1%2%-%*%1%

331333333333*-3PPI 1st Class
1%1%2%1%2%1%1%1%1%1%1%2%*%-%1%

22-2*23*3232*-3Mailsort 3
1%1%-%1%*%1%1%*%1%1%1%1%1%-%1%

22-2*22*2222*-2Mailsort 2
1%1%-%*%*%1%1%*%1%1%1%1%1%-%1%

Royal Mail International
-1-111111*11--1Bulk Mail
-%*%-%*%1%*%*%1%*%*%*%1%-%-%*%

11-11111111*-*1Packetsort
*%*%-%*%*%*%*%*%*%*%*%*%-%*%*%

**-*11111*1-**1Sustainable Mail
*%*%-%*%*%*%*%*%*%*%*%-%1%*%*%

************-**Cleanmail
*%*%*%*%*%*%*%*%*%*%*%*%-%*%*%

************--*Cleanmail Advance
*%*%*%*%*%*%*%*%*%*%*%*%-%-%*%

**-********--**Responsible Mail
*%*%-%*%*%*%*%*%*%*%*%-%-%*%*%

---------------Cleanmail Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Presstream 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
---------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Walksort 2nd Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Mailsort 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
368364124430234397444290437341434193110139444Unweighted total
3063038136218433737522437127236716487122375Weighted total

Other (DO NOT READ OUT,
108510691061051051410PLEASE SPECIFY)
3%3%6%3%3%3%3%3%3%2%3%3%2%3%3%

None of these (DO NOT
2742736532615930233819833524733114084113338READ OUT)
90%90%80%90%86%90%90%88%90%91%90%85%97%93%90%

ccc

Don't Know (DO NOT READ
342525525351145OUT)
1%1%2%1%1%1%1%1%1%1%1%*%1%3%1%

c

11*1*111111*-*1NET: Cleanmail
*%*%*%*%*%*%*%*%*%*%*%*%-%*%*%

44*4*4424443-*4NET: Presstream
1%1%*%1%*%1%1%1%1%1%1%2%-%*%1%

---------------NET: Walksort
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22-2*23*3232*-3NET: Mailsort
1%1%-%1%*%1%1%*%1%1%1%1%1%-%1%

642666666566**6NET: PPI
2%1%3%2%3%2%2%3%2%2%2%3%*%*%2%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
Base: All respondents who send bulk mail

Produced by OLR
OFC1885
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3226853154440288-4443824384064373431493444Unweighted total
2855038104371227-3753173683363672931572375Weighted total

8-35106-108109106-510Packetpost
3%-%7%5%3%3%-%3%3%3%3%3%2%-%7%3%

bc

22*254-555454-15PPI 2nd Class
1%4%1%2%1%2%-%1%2%1%1%1%1%-%1%1%

c

4--*42-424242-24Presstream 2
1%-%-%*%1%1%-%1%1%1%1%1%1%-%2%1%

11*232-333333--3PPI 1st Class
1%3%*%2%1%1%-%1%1%1%1%1%1%-%-%1%

2*--32-32323*-23Mailsort 3
1%1%-%-%1%1%-%1%1%1%1%1%*%-%3%1%

c

2---22-22222--22Mailsort 2
1%-%-%-%1%1%-%1%1%1%1%1%-%-%3%1%

c

Royal Mail International
1---11-111111--1Bulk Mail
*%-%-%-%*%1%-%*%*%*%*%*%*%-%-%*%

1---11-111*1*-*1Packetsort
*%-%-%-%*%*%-%*%*%*%*%*%*%-%1%*%

1---11-11111*-*1Sustainable Mail
*%-%-%-%*%*%-%*%*%*%*%*%*%-%1%*%

**-***-******-**Cleanmail
*%*%-%*%*%*%-%*%*%*%*%*%*%-%*%*%

******-******-**Cleanmail Advance
*%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

*---**-******--*Responsible Mail
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

----------------Cleanmail Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Presstream 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
----------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Walksort 2nd Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Mailsort 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
Table 31  (continuation)                                                                                                                                                                        Page 316

QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3226853154440288-4443824384064373431493444Unweighted total
2855038104371227-3753173683363672931572375Weighted total

----------------Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
641495-1079799-110PLEASE SPECIFY)
2%7%2%4%2%2%-%3%2%2%2%2%3%-%1%3%

c

None of these (DO NOT
262433490336204-3382903353083332661563338READ OUT)
92%86%88%86%90%90%-%90%91%91%92%91%91%100%87%90%

Don't Know (DO NOT READ
211252-533335-*5OUT)
1%1%2%2%1%1%-%1%1%1%1%1%2%-%1%1%

****11-111111-*1NET: Cleanmail
*%*%*%*%*%*%-%*%*%*%*%*%*%-%*%*%

4--*42-424242-24NET: Presstream
1%-%-%*%1%1%-%1%1%1%1%1%1%-%2%1%

----------------NET: Walksort
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--32-32323*-23NET: Mailsort
1%1%-%-%1%1%-%1%1%1%1%1%*%-%3%1%

c

42*364-666666-16NET: PPI
1%4%1%2%2%2%-%2%2%2%2%2%2%-%1%2%

Columns Tested: 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?
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
414331113340287114331243203344161444Unweighted total
51152671082724712363982772803062375Weighted total

-565-8-10468*210Packetpost
-%5%2%4%-%3%-%3%4%2%3%2%4%3%

*213-3-53232*5PPI 2nd Class
4%2%1%3%-%1%-%1%3%1%1%7%*%1%

bc

-23**3-422*3-4Presstream 2
-%2%1%*%1%1%-%1%2%1%*%12%-%1%

ac

-111-1-32111-3PPI 1st Class
-%1%1%1%-%1%-%1%2%*%1%5%-%1%

c

-*3-*2-3*2-2*3Mailsort 3
-%*%1%-%1%1%-%1%*%1%-%7%1%1%

c

-*2--2-2*2-2*2Mailsort 2
-%*%1%-%-%1%-%1%*%1%-%6%1%1%

c

Royal Mail International
-11--1-1-1*-11Bulk Mail
-%1%1%-%-%1%-%*%-%1%*%-%2%*%

c

-11--1-1-1*-*1Packetsort
-%1%*%-%-%*%-%*%-%*%*%-%*%*%

-11--*-1**--11Sustainable Mail
-%1%*%-%-%*%-%*%*%*%-%-%1%*%

-***-*-****--*Cleanmail
-%*%*%*%-%*%-%*%*%*%*%-%-%*%

-*-*-*-*******Cleanmail Advance
-%*%-%*%-%*%-%*%*%*%*%1%*%*%

-**--*-*-*--**Responsible Mail
-%*%*%-%-%*%-%*%-%*%-%-%*%*%

--------------Cleanmail Plus
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Presstream 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Big Book and Royal Mail
--------------Heavyweight
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 1st Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Walksort 2nd Class
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
414331113340287114331243203344161444Unweighted total
51152671082724712363982772803062375Weighted total

--------------Mailsort 1
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Mail Media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Other (DO NOT READ OUT,
-292*7-103764110PLEASE SPECIFY)
-%2%3%1%1%3%-%3%3%3%2%12%2%3%

ac

None of these (DO NOT
499241982422110328852542612056338READ OUT)

96%86%90%90%89%90%85%90%86%92%93%67%91%90%

bb

Don't Know (DO NOT READ
-35*2323*53--5OUT)
-%2%2%*%7%1%15%1%*%2%1%-%-%1%

a

-***-1-11****1NET: Cleanmail
-%*%*%*%-%*%-%*%1%*%*%1%*%*%

-23**3-422*3-4NET: Presstream
-%2%1%*%1%1%-%1%2%1%*%12%-%1%

ac

--------------NET: Walksort
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*3-*2-3*2-2*3NET: Mailsort
-%*%1%-%1%1%-%1%*%1%-%7%1%1%

c

*233-4-64242*6NET: PPI
4%2%1%3%-%2%-%2%4%1%1%8%*%2%

aac

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Base: All respondents who send bulk mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7294124154444Unweighted total
6166116132375Weighted total

1*1910Packetpost
1%1%1%7%3%

bc

-3*25PPI 2nd Class
-%4%*%2%1%

b

--224Presstream 2
-%-%2%1%1%

-1*13PPI 1st Class
-%2%*%1%1%

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

--2-2Mailsort 2
-%-%2%-%1%

Royal Mail International
-*-11Bulk Mail
-%*%-%1%*%

*-*-1Packetsort
1%-%*%-%*%

--1-1Sustainable Mail
-%-%1%-%*%

-*-**Cleanmail
-%*%-%*%*%

-****Cleanmail Advance
-%*%*%*%*%

--*-*Responsible Mail
-%-%*%-%*%

-----Cleanmail Plus
-%-%-%-%-%

-----Presstream 1
-%-%-%-%-%

Big Book and Royal Mail
-----Heavyweight
-%-%-%-%-%

-----Walksort 1st Class
-%-%-%-%-%

-----Walksort 2nd Class
-%-%-%-%-%

-----Mailsort 1
-%-%-%-%-%

-----Mail Media
-%-%-%-%-%

Columns Tested: a,b,c,d
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QV8. Do you use any of the following Royal Mail products to send your bulk mailings?
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
7294124154444Unweighted total
6166116132375Weighted total

Other (DO NOT READ OUT,
-25310PLEASE SPECIFY)
-%3%5%2%3%

None of these (DO NOT
5861107112338READ OUT)
95%92%92%85%90%

a

Don't Know (DO NOT READ
2**25OUT)
4%1%*%1%1%

b

-***1NET: Cleanmail
-%1%*%*%*%

--224NET: Presstream
-%-%2%1%1%

-----NET: Walksort
-%-%-%-%-%

--2*3NET: Mailsort
-%-%2%*%1%

-3*36NET: PPI
-%4%*%3%2%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

133962748586202185267113110112172921560Letters
97%98%99%98%97%97%98%96%98%94%100%98%96%97%

ddd

Other everyday
correspondence, such as
invoices, one off bills

132361698386204179269110110110168881537etc.
96%97%93%95%97%98%95%97%95%94%98%95%92%96%

Advertising and
promotional material,
such as catalogues,
brochures and direct

128358668382191174267109110104157901490mail
93%91%89%96%92%92%92%96%94%94%93%89%94%93%

bkbkl

Publications, such as
magazines, periodicals,

12065562797117417225610110290159811403customer newsletters
87%88%83%91%81%83%91%92%87%87%81%90%85%87%

chikcikchik

1157536273731811562369510199145721346Large letters
84%84%83%84%82%87%83%85%82%86%89%82%75%84%

a

103146566871152145209778682140681201Parcels and packets
75%73%75%78%80%73%77%75%67%74%74%80%71%75%

eee

Bulk customer mailings,
such as bills,
statements, customer

8733538534912612118375766911559999packs etc.
63%55%51%61%55%60%64%66%65%65%62%65%62%62%

klkkklkkk

Goods / business
supplies / large packets

4--*---2----24ordered via lorry
*%-%-%*%-%-%-%1%-%-%-%-%2%*%

m

Legal / accounts
2-----2------2documents / tax forms
*%-%-%-%-%-%1%-%-%-%-%-%-%*%

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

2------2-----2None of these
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

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

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

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%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

NET: (Large) Letters,
135963748687202185275114114112176931581Parcels and packets

99%99%99%99%99%97%98%99%99%98%100%100%98%99%

136963748788209187276116115112172931592NET: Other mail
99%99%100%100%100%100%99%99%100%99%100%98%98%99%

ab

2------2-----2NET: None / DK / Ref
*%-%-%-%-%-%-%1%-%-%-%-%-%*%

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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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

93105289107259150044711136487103914961560Letters
98%100%100%96%100%97%96%98%100%100%100%100%100%97%97%

aaaa

Other everyday
correspondence, such as
invoices, one off bills

9410528910485614814421095617793814761537etc.
99%100%99%94%94%96%95%96%95%87%96%95%96%96%96%

aaaeee

Advertising and
promotional material,
such as catalogues,
brochures and direct

8999277102555143544010506087103614301490mail
94%94%95%92%93%93%95%92%94%92%94%99%93%93%93%

a

Publications, such as
magazines, periodicals,

931002759355113524119925977103613441403customer newsletters
98%95%95%84%85%88%89%87%92%79%94%99%93%87%87%

aaaaeeaeae

86101261898521294376970597793712861346Large letters
90%96%90%81%88%84%81%85%93%90%93%91%94%84%84%

aababaa

8584253779521149350851527683111491201Parcels and packets
89%80%87%70%88%74%75%75%81%79%84%87%79%75%75%

acaaaaa

Bulk customer mailings,
such as bills,
statements, customer

6979192658339662957034444728955999packs etc.
72%76%66%59%55%63%64%62%69%48%62%76%72%62%62%

aaaaeaeaee

Goods / business
supplies / large packets

---4-422*---*44ordered via lorry
-%-%-%*%-%*%*%*%*%-%-%-%1%*%*%

Legal / accounts
--2-2--2-----22documents / tax forms
-%-%1%-%3%-%-%*%-%-%-%-%-%*%*%

aa

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

---2-2-2-----22None of these
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

---3-3-3-----33Other
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

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

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

Ofcom; Business Postal Tracker
Table 32  (continuation)                                                                                                                                                                        Page 324

QV9a. Which of the following types of mail does your organisation regularly receive at your location?
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

NET: (Large) Letters,
95105289109259152245011316487103915171581Parcels and packets

100%100%100%98%100%99%97%99%100%100%100%100%100%99%99%

ba

95105291110157153546311306487103915281592NET: Other mail
100%100%100%99%97%99%100%99%100%97%100%100%100%99%99%

bee

---2-2-2-----22NET: None / DK / Ref
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

2151721212663042417413731029782162363126801560Letters
99%96%99%97%100%97%96%99%97%100%100%99%99%99%100%95%97%

aaaaaa

Other everyday
correspondence, such as
invoices, one off bills

2141771202712943437413481029782142353096611537etc.
99%99%98%99%98%99%100%98%95%100%99%100%99%98%99%92%96%

aaaaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

211164119256294141711308827732052242946581490mail
97%92%97%94%97%95%96%94%93%80%94%94%94%94%94%92%93%

a

Publications, such as
magazines, periodicals,

2111591192512740437412191027762022172845881403customer newsletters
97%89%97%92%91%94%99%99%86%99%93%97%93%91%91%82%87%

aaaeaabcaaa

196152107241273939691172828712072132705491346Large letters
90%85%87%88%90%91%90%93%83%87%97%90%95%89%87%76%84%

aabcaabcaa

191147104234273638661034824691781982464781201Parcels and packets
88%82%85%85%91%83%88%88%73%87%83%88%82%83%79%66%75%

aaaaabaaa

Bulk customer mailings,
such as bills,
statements, customer

162131882052033285586342051143164223392999packs etc.
75%73%72%75%69%76%65%73%61%45%69%66%66%69%72%55%62%

aaaaaaa

Goods / business
supplies / large packets

-------*4---*2-24ordered via lorry
-%-%-%-%-%-%-%*%*%-%-%-%*%1%-%*%*%

Legal / accounts
-2-2---2----2---2documents / tax forms
-%1%-%1%-%-%-%2%-%-%-%-%1%-%-%-%*%

aa

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

--------2------22None of these
-%-%-%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

2--2---21---2-1-3Other
1%-%-%1%-%-%-%3%*%-%-%-%1%-%*%-%*%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

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

NET: (Large) Letters,
2151781212713042437513921029782162393126981581Parcels and packets
99%99%99%99%100%97%100%100%99%100%100%100%99%100%100%97%99%

aaa

2171791232743043437514021029782162393127091592NET: Other mail
100%100%100%100%100%100%100%100%99%100%100%100%99%100%100%99%99%

a

--------2------22NET: None / DK / Ref
-%-%-%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

1053117122914526581238372716147989814534902767811560Letters
98%98%98%98%98%98%98%98%98%99%98%99%98%96%97%

defa

Other everyday
correspondence, such as
invoices, one off bills

1044115723114266571239375718145089114264912767601537etc.
97%97%99%96%98%98%99%98%96%99%97%99%98%94%96%

bbacacacaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

1017111822113856311199361690140885913854602687551490mail
95%94%94%94%94%95%95%95%94%95%94%92%95%93%93%

Publications, such as
magazines, periodicals,

967107421813116171131357680133783213174622516811403customer newsletters
90%90%93%89%92%89%94%93%89%92%89%93%89%84%87%

bbacfacfacfaa

917104821412586251104341669128484612584562426441346Large letters
85%88%92%85%93%87%90%92%85%94%85%92%86%79%84%

bbacacfacefaba

8269141971126583973322654114773411304022325591201Parcels and packets
77%77%84%76%87%77%85%90%76%81%76%81%82%69%75%

bbacfabcefacfaa

Bulk customer mailings,
such as bills,
statements, customer

704761166942470830282517952604939308189496999packs etc.
65%64%71%64%70%65%74%71%63%67%64%62%67%61%62%

bbabcfacf

Goods / business
supplies / large packets

*42422-2424-*44ordered via lorry
*%*%1%*%*%*%-%*%*%*%*%-%*%*%*%

Legal / accounts
22-222-22222--2documents / tax forms
*%*%-%*%*%*%-%*%*%*%*%*%-%-%*%

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

-----2-------22None of these
-%-%-%-%-%*%-%-%-%-%-%-%-%*%*%

312333323332-13Other
*%*%1%*%1%*%1%*%*%*%*%*%-%*%*%

ac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

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

NET: (Large) Letters,
1067118123414666671253376727148990114634982807901581Parcels and packets

99%99%100%99%100%99%99%100%99%100%99%100%99%97%99%

ffaa

1070118923414726671265380728149790414714952828021592NET: Other mail
99%100%100%99%100%100%100%100%100%100%100%100%100%99%99%

-----2-------22NET: None / DK / Ref
-%-%-%-%-%*%-%-%-%-%-%-%-%*%*%

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

Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

11792341443511548881-155211811560133915601248352571560Letters
97%98%98%98%99%98%-%97%98%100%99%100%97%96%98%97%

dedebcde

Other everyday
correspondence, such as
invoices, one off bills

11672261423521508879-153711791510131315031229352541537etc.
96%94%97%99%96%98%-%97%98%96%98%96%95%98%98%96%

bbace

Advertising and
promotional material,
such as catalogues,
brochures and direct

11222241413471459867-149011481462129314571192312481490mail
92%93%97%97%93%97%-%94%96%93%96%93%93%87%95%93%

bbaceaceb

Publications, such as
magazines, periodicals,

10382251353281376841-140311061378124113711110312391403customer newsletters
85%94%93%92%88%94%-%88%92%88%92%88%86%88%92%87%

ccbbaceacec

10171941323331337838-134611041346134613391062352311346Large letters
84%81%91%93%85%94%-%85%92%86%100%86%83%98%89%84%

bcbbaceacdecc

9091761163191190854-11991201118611041181943312131201Parcels and packets
75%73%80%89%76%95%-%75%100%76%82%76%73%86%82%75%

bbcabceacec

Bulk customer mailings,
such as bills,
statements, customer

725170102249989645-99983399290198877929178999packs etc.
60%71%70%70%63%72%-%63%69%63%67%63%61%80%68%62%

ccbbaceacecc

Goods / business
supplies / large packets

4--242-444244--4ordered via lorry
*%-%-%1%*%*%-%*%*%*%*%*%*%-%-%*%

Legal / accounts
2---22-22222--22documents / tax forms
*%-%-%-%*%*%-%*%*%*%*%*%-%-%1%*%

c

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

-2----2-----2--2None of these
-%1%-%-%-%-%100%-%-%-%-%-%*%-%-%*%

c

12-233-333331-23Other
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c

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

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

NET: (Large) Letters,
11982341463571568896-157212011567134615601264362611581Parcels and packets

99%98%100%100%100%100%-%99%100%100%100%100%98%100%100%99%

eeeec

12072361463571558894-159211991559134615521277362591592NET: Other mail
99%99%100%100%99%100%-%100%100%100%100%100%99%100%99%99%

acac

-2----2-----2--2NET: None / DK / Ref
-%1%-%-%-%-%100%-%-%-%-%-%*%-%-%*%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

8367114338311710101031457488107212431012041560Letters
100%98%97%97%95%97%96%97%96%98%97%97%99%97%

b

Other everyday
correspondence, such as
invoices, one off bills

836911253801151004981439478105912211042011537etc.
100%98%96%96%94%97%91%96%94%97%95%100%98%96%

bbc

Advertising and
promotional material,
such as catalogues,
brochures and direct

83561085373118957100139045510351184971961490mail
100%95%92%94%96%92%93%93%89%94%92%94%95%93%

b

Publications, such as
magazines, periodicals,

834810293421119067213314099931095981971403customer newsletters
99%93%88%87%90%87%67%89%80%91%85%94%96%87%

bbcc

63359683471048667012753929541052931891346Large letters
78%89%82%88%84%83%66%85%77%87%82%89%92%84%

bbbc

731784233197766631138357844908951881201Parcels and packets
84%84%72%84%79%74%59%76%70%77%71%91%91%75%

bbbcc

Bulk customer mailings,
such as bills,
statements, customer

6279709267846204395627172878462144999packs etc.
76%74%60%68%68%60%40%64%53%66%61%60%70%62%

bbbc

Goods / business
supplies / large packets

--2222-4*422-4ordered via lorry
-%-%*%*%1%*%-%*%*%*%*%2%-%*%

ac

Legal / accounts
-2-2---2-22--2documents / tax forms
-%*%-%*%-%-%-%*%-%*%*%-%-%*%

b

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

--2--2-22-2--2None of these
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

-212-2-3211-23Other
-%1%*%1%-%*%-%*%*%*%*%-%1%*%

c

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

NET: (Large) Letters,
8373115838912110191051477498108412601022061581Parcels and packets

100%99%99%98%98%98%98%99%98%99%98%99%100%99%

8376116739112310351071485502109012701042061592NET: Other mail
100%100%99%99%100%100%100%99%99%100%99%100%100%99%

b

--2--2-22-2--2NET: None / DK / Ref
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3884043893781560Letters
97%99%97%97%97%

Other everyday
correspondence, such as
invoices, one off bills

3773963883761537etc.
94%97%96%96%96%

Advertising and
promotional material,
such as catalogues,
brochures and direct

3743743773641490mail
94%91%94%93%93%

Publications, such as
magazines, periodicals,

3423473573561403customer newsletters
86%85%89%91%87%

cd

3143583433301346Large letters
79%87%85%84%84%

ddd

3073002982951201Parcels and packets
77%73%74%75%75%

Bulk customer mailings,
such as bills,
statements, customer

201249283266999packs etc.
51%61%70%68%62%

dcdcd

Goods / business
supplies / large packets

-2-24ordered via lorry
-%*%-%*%*%

Legal / accounts
---22documents / tax forms
-%-%-%*%*%

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

--2-2None of these
-%-%*%-%*%

-2-13Other
-%1%-%*%*%

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

NET: (Large) Letters,
3944103933851581Parcels and packets
99%100%97%98%99%

ab

Columns Tested: a,b,c,d
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

3964074003901592NET: Other mail
99%99%99%99%99%

--2-2NET: None / DK / Ref
-%-%*%-%*%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711912118511412819911211478104641571Unweighted total

133962748586202185267113110112172921560Weighted total

130960718485200179264112110106166881524Standard delivery
98%97%97%99%98%99%97%99%99%100%95%96%96%98%

c

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

256141415173039562424213115298system)
19%22%19%17%20%15%21%21%21%22%19%18%16%19%

2361591392735582021302710272International delivery
18%24%13%15%10%14%19%22%18%19%26%16%10%17%

ahijkaikahijk

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1768688202646151912199197day delivery)
13%12%8%9%9%10%14%17%14%18%10%11%10%13%

kjkjk

Urgent delivery (send /
receive mail that needs

1549577221934121912237176to arrive rapidly)
12%15%7%9%8%11%10%13%11%18%11%13%8%11%

kijk

-21-----------21Cross-Border Delivery
-%33%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

101**1--5-1--212Other (PLEASE SPECIFY)
1%2%1%1%2%-%-%2%-%1%-%-%2%1%

None of these (DO NOT
2*-----2-----2READ OUT)
*%*%-%-%-%-%-%1%-%-%-%-%-%*%

Don't Know (DO NOT READ
911-1-2*1*22-11OUT)
1%2%2%-%2%-%1%*%1%*%2%1%-%1%

j
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1481273099871261445494107739353425524311781571Unweighted total
93105289107259150044711136487103914961560Weighted total

89101286104759146543610886387103814621524Standard delivery
96%96%99%98%100%98%98%98%98%96%100%100%98%98%98%

d

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

25307217118280832152232512277298system)
27%28%25%16%30%19%19%19%34%32%31%48%31%19%19%

aaaaaaaabfa

2834681438265751981822410255272International delivery
30%33%23%13%13%18%17%18%27%22%29%39%25%17%17%

aabaaaaba

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

162561941518258139141228183197day delivery)
18%24%21%9%25%12%13%13%22%18%32%24%20%12%13%

aaaaaaaa

Urgent delivery (send /
receive mail that needs

132549891116543133121227164176to arrive rapidly)
14%24%17%8%19%11%10%12%19%17%22%23%18%11%11%

aadaaaaaa

22413*201293***21821Cross-Border Delivery
2%2%1%1%1%1%3%1%4%3%5%3%5%1%1%

aaa

2244-12210-----1212Other (PLEASE SPECIFY)
2%2%1%*%-%1%*%1%-%-%-%-%-%1%1%

aa

None of these (DO NOT
---2*2-2**---22READ OUT)
-%-%-%*%*%*%-%*%*%1%-%-%-%*%*%

a

Don't Know (DO NOT READ
**29-111111*--*1111OUT)
*%*%1%1%-%1%*%1%1%2%-%-%1%1%1%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21019211528641505293133513781192442183065931571Unweighted total
2151721212663042417413731029782162363126801560Weighted total

211169117262294140701344828752122303066651524Standard delivery
98%98%97%99%99%99%96%94%98%82%98%97%98%97%98%98%98%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3951276411118192491141962467186298system)
18%30%22%24%36%27%20%26%18%10%48%24%29%19%23%13%19%

baabcdeaacaa

55553871141612182133111254535387272International delivery
26%32%32%27%46%38%29%24%16%28%38%15%25%22%17%13%17%

abaaaabcdeabea

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

28312039855161643111238254661197day delivery)
13%18%17%15%26%12%12%21%12%27%39%15%18%11%15%9%13%

aaabcdeaaca

Urgent delivery (send /
receive mail that needs

28262133395131471121133224156176to arrive rapidly)
13%15%17%12%10%20%13%17%11%9%42%15%15%10%13%8%11%

aabcdeaaa

1413111*17-22523721Cross-Border Delivery
1%2%1%1%2%3%3%*%1%-%5%3%2%1%1%1%1%

abc

2222-*2*92-*25-212Other (PLEASE SPECIFY)
1%1%2%1%-%1%4%1%1%18%-%1%1%2%-%*%1%

aab

None of these (DO NOT
-------2*----2-*2READ OUT)
-%-%-%-%-%-%-%2%*%-%-%-%-%1%-%*%*%

aa

Don't Know (DO NOT READ
*****--*11-1-121611OUT)
*%*%*%*%1%-%-%*%1%-%2%-%1%1%*%1%1%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1089119229314676941241446756148795314665122927541571Unweighted total
1053117122914526581238372716147989814534902767811560Weighted total

1032115022614226431210363697144787314234842717571524Standard delivery
98%98%99%98%98%98%98%97%98%97%98%99%98%97%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

218257842831902499218628722128212652119298system)
21%22%37%20%29%20%25%26%19%25%19%26%19%15%19%

abbacfacfacfab

1932261402591712128418026318126011342114272International delivery
18%19%61%18%26%17%23%25%18%20%18%23%15%15%17%

abbacfabcfab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1471716218613815967133194147193843574197day delivery)
14%15%27%13%21%13%18%19%13%16%13%17%13%10%13%

abbacfacfacfa

Urgent delivery (send /
receive mail that needs

1301586316912613765116174137173813164176to arrive rapidly)
12%13%27%12%19%11%18%16%12%15%12%16%11%8%11%

abbacfacfacfab

161516191116510201220831021Cross-Border Delivery
1%1%7%1%2%1%1%1%1%1%1%2%1%1%1%

ab

9104128911012111292112Other (PLEASE SPECIFY)
1%1%2%1%1%1%*%1%1%1%1%2%1%*%1%

a

None of these (DO NOT
222222-22222-*2READ OUT)
*%*%1%*%*%*%-%*%*%*%*%*%-%*%*%

b

Don't Know (DO NOT READ
86*11511*51191113811OUT)
1%*%*%1%1%1%*%1%1%1%1%*%1%1%1%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
11742381564021557913-156412111571137015711241342721571Unweighted total
11792341443511548881-155211811560133915601248352571560Weighted total

11562251393431524858-151711491524130615241222332461524Standard delivery
98%96%97%98%98%97%-%98%97%98%98%98%98%95%96%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2194633153296298-298272298287298231758298system)
19%20%23%44%19%34%-%19%23%19%21%19%19%19%22%19%

abbace

1934136272272228-272239272256272216746272International delivery
16%18%25%78%18%26%-%18%20%17%19%17%17%20%18%17%

cabb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1403224105197197-197182197187197151640197day delivery)
12%14%17%30%13%22%-%13%15%13%14%13%12%17%16%13%

abbace

Urgent delivery (send /
receive mail that needs

1342221108176176-176163176168176138434176to arrive rapidly)
11%9%14%31%11%20%-%11%14%11%13%11%11%11%13%11%

abbac

1641212117-2117211921151421Cross-Border Delivery
1%2%1%6%1%2%-%1%1%1%1%1%1%3%2%1%

ab

6*54108-12111212129-312Other (PLEASE SPECIFY)
1%*%3%1%1%1%-%1%1%1%1%1%1%-%1%1%

bc

None of these (DO NOT
*-2-2*-22222*-22READ OUT)
*%-%1%-%*%*%-%*%*%*%*%*%*%-%1%*%

cc

Don't Know (DO NOT READ
741145-1191191110-211OUT)
1%2%*%*%*%1%-%1%1%1%1%1%1%-%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
1038111513821161039103146848810831264991881571Unweighted total
8367114338311710101031457488107212431012041560Weighted total

83611119372115987103142247910461219971961524Standard delivery
100%98%98%97%98%98%100%98%98%98%98%96%96%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3801891022917715283802182133050298system)
42%22%17%27%25%18%15%19%16%20%17%30%25%19%

bcc

1102192741618910263722011952452272International delivery
18%28%17%19%14%19%9%18%15%19%16%24%26%17%

bcc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

35214053171268189531441471533197day delivery)
42%14%12%14%15%12%8%13%11%13%12%14%16%13%

Urgent delivery (send /
receive mail that needs

24712946121195172411351351030176to arrive rapidly)
20%13%11%12%10%12%4%12%8%13%11%10%15%11%

bb

-415511312061417*221Cross-Border Delivery
-%1%1%1%1%1%1%1%1%1%1%*%1%1%

-45628-124851512Other (PLEASE SPECIFY)
-%1%*%2%2%1%-%1%1%1%*%1%3%1%

bc

None of these (DO NOT
--2--2-22*2--2READ OUT)
-%-%*%-%-%*%-%*%*%*%*%-%-%*%

Don't Know (DO NOT READ
-*84-4*1121082211OUT)
-%*%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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3773994013941571Unweighted total
3884043893781560Weighted total

3793963783711524Standard delivery
98%98%97%98%98%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

53787493298system)
14%19%19%25%19%

dd

47707580272International delivery
12%17%19%21%17%

ddd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

34595252197day delivery)
9%15%13%14%13%

ddd

Urgent delivery (send /
receive mail that needs

40474346176to arrive rapidly)
10%12%11%12%11%

675221Cross-Border Delivery
2%2%1%1%1%

1*2812Other (PLEASE SPECIFY)
*%*%1%2%1%

cd

None of these (DO NOT
-*-22READ OUT)
-%*%-%*%*%

Don't Know (DO NOT READ
242311OUT)
1%1%1%1%1%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
87615116418574103111178971047088511376Unweighted total

1157536273731811562369510199145721346Weighted total

1113515972661761512268910094143681295Standard delivery
96%96%94%98%91%98%97%95%94%100%95%99%95%96%

iiacefiki

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

198111111122330581413102811231system)
17%21%17%15%17%13%19%24%15%13%10%19%15%17%

cdhjm

1631369923243671521226190International delivery
14%25%9%12%12%13%16%15%8%15%21%15%8%14%

aefhijkmek

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

142877618224561010169164day delivery)
12%15%11%9%9%10%14%19%6%10%10%11%13%12%

eeijm

Urgent delivery (send /
receive mail that needs

117776413193421112167137to arrive rapidly)
10%14%11%8%5%7%12%14%2%11%12%11%10%10%

eeeeeeieeee

-17-----------17Cross-Border Delivery
-%31%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

6***---2----47Other (PLEASE SPECIFY)
*%1%1%1%-%-%-%1%-%-%-%-%5%1%

bdefghj

km

None of these (DO NOT
31-----21---*4READ OUT)
*%1%-%-%-%-%-%1%1%-%-%-%*%*%

Don't Know (DO NOT READ
1411-12223*4-*15OUT)
1%1%2%-%2%1%1%1%3%*%4%-%*%1%

jj
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
141122282831115126142295436748405022910091376Unweighted total
86101261898521294376970597793712861346Weighted total

8493254864501245362933587693612371295Standard delivery
98%92%97%96%95%96%96%96%98%95%98%99%98%96%96%

cc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1829621231721456175192349213231system)
21%29%24%14%33%17%15%18%31%29%46%49%25%17%17%

aaaaaaababfa

21314890318751139151238175190International delivery
25%30%18%10%7%14%14%14%26%17%35%38%23%14%14%

aababaaeabea

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

171752781115345119111226153164day delivery)
19%16%20%9%21%12%12%12%19%10%27%28%17%12%12%

aaaaaaeaea

Urgent delivery (send /
receive mail that needs

1415456391284097111226125137to arrive rapidly)
16%15%17%7%17%10%11%10%19%14%28%26%17%10%10%

aaaaaaaa

21311*16983***21417Cross-Border Delivery
2%1%1%1%1%1%2%1%4%3%5%4%5%1%1%

aaaa

2*23-743**---77Other (PLEASE SPECIFY)
2%*%1%*%-%1%1%*%*%2%-%-%-%1%1%

ab

None of these (DO NOT
-*-3*422**--*44READ OUT)
-%*%-%*%*%*%1%*%*%1%-%-%*%*%*%

Don't Know (DO NOT READ
-*213-15312**--*1515OUT)
-%*%1%1%-%1%1%1%1%3%-%-%1%1%1%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
19517510526439484984115612761092331992694781376Unweighted total
196152107241273939691172828712072132705491346Weighted total

192143105230263935691127727702032052605231295Standard delivery
98%94%98%95%99%99%89%99%96%79%96%100%98%96%96%95%96%

accca

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

29311842688191893121356395059231system)
15%21%17%18%24%19%22%28%16%33%43%18%27%18%18%11%17%

aabcdeaabcaa

403827511312101614018546343660190International delivery
20%25%25%21%47%31%26%23%12%11%28%7%22%16%13%11%14%

abcaaaabceabee

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

243016377561712819944203151164day delivery)
12%19%15%15%28%13%16%25%11%10%32%12%21%9%11%9%12%

aaabcdeabce

Urgent delivery (send /
receive mail that needs

221919225721310939532192941137to arrive rapidly)
11%13%18%9%20%19%5%19%9%31%32%7%16%9%11%7%10%

aacacacabcdeace

131311**14-*2522617Cross-Border Delivery
1%2%1%1%3%4%1%*%1%-%2%2%2%1%1%1%1%

-4-4-*2142--12*27Other (PLEASE SPECIFY)
-%2%-%1%-%1%5%1%*%21%-%-%*%1%*%*%1%

ba

None of these (DO NOT
*-*-----4-*----34READ OUT)
*%-%*%-%-%-%-%-%*%-%2%-%-%-%-%1%*%

bd

Don't Know (DO NOT READ
-*-*---*15-1-12*1115OUT)
-%*%-%*%-%-%-%*%1%-%2%-%1%1%*%2%1%

b
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
969107928012976571122415715131691012954752626351376Unweighted total
917104821412586251104341669128484612584562426441346Weighted total

887101521012135961066336642123781612144452276211295Standard delivery
97%97%98%96%95%97%98%96%96%96%96%98%94%96%96%

acdb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1802117422315719176149225188223955579231system)
20%20%34%18%25%17%22%22%18%22%18%21%23%12%17%

abbacfacfacfaa

14916412218413915063135183141183863272190International delivery
16%16%57%15%22%14%18%20%14%17%15%19%13%11%14%

abbcfacffab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1241475615712413362114159138157713360164day delivery)
14%14%26%12%20%12%18%17%12%16%12%15%14%9%12%

abbacfacfacfa

Urgent delivery (send /
receive mail that needs

110124571311061085590134114134613145137to arrive rapidly)
12%12%27%10%17%10%16%13%10%13%11%13%13%7%10%

abbacfcfacfaa

121213159135816101663817Cross-Border Delivery
1%1%6%1%1%1%1%1%1%1%1%1%1%1%1%

ab

652755-67674-37Other (PLEASE SPECIFY)
1%*%1%1%1%*%-%1%1%1%1%1%-%*%1%

e

None of these (DO NOT
22*322-1313**34READ OUT)
*%*%*%*%*%*%-%*%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
119115515181591533915OUT)
1%1%1%1%1%1%*%1%1%1%1%1%1%1%1%

e
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
10232071443841365873-137511451376137613701078332481376Unweighted total
10171941323331337838-134611041346134613391062352311346Weighted total

9841831263261295801-129510641295129512881019352261295Standard delivery
97%94%95%98%97%96%-%96%96%96%96%96%96%100%98%96%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1693131121229231-231210231231231177549231system)
17%16%23%36%17%28%-%17%19%17%17%17%17%15%21%17%

abb

1243530190190165-190169190190188152233190International delivery
12%18%23%57%14%20%-%14%15%14%14%14%14%6%14%14%

ccabb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

108292791164164-164158164164164129331164day delivery)
11%15%20%27%12%20%-%12%14%12%12%12%12%9%13%12%

cabb

Urgent delivery (send /
receive mail that needs

99181988136137-137127137137137109425137to arrive rapidly)
10%9%15%27%10%16%-%10%12%10%10%10%10%10%11%10%

abb

1241171715-171517171612*417Cross-Border Delivery
1%2%1%5%1%2%-%1%1%1%1%1%1%1%2%1%

ab

5*2155-777774-37Other (PLEASE SPECIFY)
*%*%1%*%*%1%-%1%1%1%1%1%*%-%1%1%

None of these (DO NOT
4--142-434443--4READ OUT)
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

Don't Know (DO NOT READ
78*3115-15915151513-215OUT)
1%4%*%1%1%1%-%1%1%1%1%1%1%-%1%1%

ac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
83509933521059057213044029741093921741376Unweighted total
63359683471048667012753929541052931891346Weighted total

43239293391008346612293799161021901741295Standard delivery
71%96%96%98%96%96%94%96%97%96%97%97%92%96%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

250159702114811221581731681248231system)
32%15%16%20%21%17%15%17%15%18%16%13%25%17%

bc

*7213651151248182511391351736190International delivery
3%21%14%15%14%14%12%14%13%15%13%18%19%14%

c

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*4611646131055159371271211427164day delivery)
3%14%12%13%13%12%7%13%9%13%12%15%14%12%

b

Urgent delivery (send /
receive mail that needs

*3594431389213434103108919137to arrive rapidly)
3%10%10%12%13%10%3%11%9%11%10%10%10%10%

b

-4134110*1641214*217Cross-Border Delivery
-%1%1%1%1%1%1%1%1%1%1%*%1%1%

-452-6-7433-47Other (PLEASE SPECIFY)
-%1%*%1%-%1%-%1%1%*%*%-%2%1%

c

None of these (DO NOT
-13--3-4223-*4READ OUT)
-%*%*%-%-%*%-%*%*%*%*%-%*%*%

Don't Know (DO NOT READ
--12327-15213112215OUT)
-%-%1%1%2%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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3123513633501376Unweighted total
3143583433301346Weighted total

3023393363181295Standard delivery
96%95%98%96%96%

c

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

47606460231system)
15%17%19%18%17%

33555647190International delivery
10%15%16%14%14%

d

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

31474046164day delivery)
10%13%12%14%12%

Urgent delivery (send /
receive mail that needs

34332941137to arrive rapidly)
11%9%8%12%10%

563217Cross-Border Delivery
2%2%1%1%1%

--257Other (PLEASE SPECIFY)
-%-%1%1%1%

cd

None of these (DO NOT
3*1-4READ OUT)
1%*%*%-%*%

Don't Know (DO NOT READ
1102215OUT)
*%3%1%1%1%

abd

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
774132148172718610315874915884491226Unweighted total

103146566871152145209778682140681201Weighted total

8163946535812610716065696311651955Standard delivery
79%85%82%78%81%83%74%77%85%81%76%83%76%79%

g

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

5512024364070651224448477146632system)
54%44%43%53%56%46%45%58%57%56%57%51%67%53%

klgklghkl

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

300101416183748702725243218340day delivery)
29%21%25%24%26%25%33%34%35%29%29%23%27%28%

lll

Urgent delivery (send /
receive mail that needs

20111914103221391920192515235to arrive rapidly)
19%24%16%21%15%21%15%19%24%24%23%18%21%20%

170981272126391613172110200International delivery
16%20%15%18%10%14%18%19%21%15%20%15%14%17%

-14-----------14Cross-Border Delivery
-%29%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkm

371*332414*36*542Other (PLEASE SPECIFY)
4%2%1%5%4%1%3%7%*%3%7%*%8%3%

bkbekbekbek

None of these (DO NOT
5*----2-1---25READ OUT)
*%1%-%-%-%-%1%-%2%-%-%-%3%*%

fjk

Don't Know (DO NOT READ
811**2-21*2-*10OUT)
1%2%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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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
13710526372110811183848423234337481959031226Unweighted total
8584253779521149350851527683111491201Weighted total

7058205622429122766794764828908955Standard delivery
82%68%81%80%81%79%79%80%91%90%75%97%92%79%79%

cccadadad

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

5058126398246081794532834516604632system)
59%69%50%51%46%53%51%53%54%50%62%61%51%53%53%

ab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

30308219915325107232152229324340day delivery)
35%35%32%26%28%28%31%27%30%27%29%29%31%28%28%

aaa

Urgent delivery (send /
receive mail that needs

2216581391122471164152229220235to arrive rapidly)
26%19%23%18%20%20%20%19%28%29%28%27%29%19%20%

aaa

25225399419645155141138186200International delivery
29%26%21%13%7%17%13%18%26%18%25%39%25%16%17%

aaabbaabea

2138*13762***11214Cross-Border Delivery
2%1%1%1%1%1%2%1%4%5%4%3%4%1%1%

aaaa

53926*4212292**-14042Other (PLEASE SPECIFY)
5%3%3%3%*%4%4%3%3%2%7%-%3%4%3%

None of these (DO NOT
---5-542-----55READ OUT)
-%-%-%1%-%*%1%*%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
**37-10191**-*910OUT)
*%*%1%1%-%1%*%1%1%3%2%-%1%1%1%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  So for: Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
19116810225639465081101012661012001802424251226Unweighted total
191147104234273638661034824691781982464781201Weighted total

142118751852430275182232058158141203371955Standard delivery
74%80%72%79%91%85%69%78%79%36%85%85%89%71%83%78%79%

cccacc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1158963141162123365365143597106129247632system)
60%61%61%60%60%60%59%55%52%54%61%50%54%53%53%52%53%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

6454348488152128751218515377124340day delivery)
33%37%33%36%30%23%39%33%28%54%48%26%28%27%32%26%28%

abcde

Urgent delivery (send /
receive mail that needs

45392361811618192381339395182235to arrive rapidly)
23%26%22%26%31%31%16%27%19%31%35%18%22%20%21%17%20%

aabcde

51482771139912157191038264571200International delivery
26%33%26%31%47%26%23%19%15%10%36%14%21%13%18%15%17%

abcdaabcdec

1413111110-*2413314Cross-Border Delivery
*%2%1%1%3%2%3%1%1%-%1%3%2%*%1%1%1%

75*12-2313622*41131942Other (PLEASE SPECIFY)
4%4%*%5%-%5%8%1%3%25%8%*%2%6%1%4%3%

bbdebe

None of these (DO NOT
--------5----2-45READ OUT)
-%-%-%-%-%-%-%-%1%-%-%-%-%1%-%1%*%

Don't Know (DO NOT READ
-----*--10-1*24*310OUT)
-%-%-%-%-%*%-%-%1%-%2%*%1%2%*%1%1%

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

Ofcom; Business Postal Tracker
Table 35  (continuation)                                                                                                                                                                        Page 352

QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  So for: Parcels and packets
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
8719452571159625991390700117479811604212485501226Unweighted total
8269141971126583973322654114773411304022325591201Weighted total

672751170906439777261510914601905338172441955Standard delivery
81%82%86%80%75%80%81%78%80%82%80%84%74%79%79%

abaab

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

449497127597358518171369606406593206120304632system)
54%54%65%53%61%53%53%56%53%55%53%51%52%54%53%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

254266783232092739221032921132312068152340day delivery)
31%29%40%29%36%28%29%32%29%29%29%30%29%27%28%

bb

Urgent delivery (send /
receive mail that needs

1821937222814618870153227165224934795235to arrive rapidly)
22%21%37%20%25%19%22%23%20%23%20%23%20%17%20%

abbfa

16016110719314616364138191130190753491200International delivery
19%18%54%17%25%17%20%21%17%18%17%19%15%16%17%

abbacf

111011128113913101362514Cross-Border Delivery
1%1%5%1%1%1%1%1%1%1%1%2%1%1%1%

ab

283574021317234025401741842Other (PLEASE SPECIFY)
3%4%3%4%4%3%2%4%3%3%4%4%2%3%3%

None of these (DO NOT
25-544225552-45READ OUT)
*%1%-%*%1%*%1%*%*%1%*%*%-%1%*%

Don't Know (DO NOT READ
1051104103410610-6410OUT)
1%1%*%1%1%1%1%1%1%1%1%-%3%1%1%

ac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  So for: Parcels and packets
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
9091891273651215870-12241226121611451211950302311226Unweighted total
9091761163191190854-11991201118611041181943312131201Weighted total

72713394270955636-95295594288393776818160955Standard delivery
80%76%81%85%80%74%-%79%79%79%80%79%81%59%75%79%

aaab

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

4739564232628632-63063262459561948220123632system)
52%54%55%73%53%74%-%53%53%53%54%52%51%65%58%53%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

2435443144339340-3373403353183312651062340day delivery)
27%31%37%45%28%40%-%28%28%28%29%28%28%32%29%28%

cbb

Urgent delivery (send /
receive mail that needs

1624528129235235-233235231224230186842235to arrive rapidly)
18%26%24%40%20%28%-%19%20%19%20%19%20%27%20%20%

cabb

1403129200200183-200200197189193165232200International delivery
15%17%25%63%17%21%-%17%17%17%17%16%17%6%15%17%

cabb

1021141413-141414131310-314Cross-Border Delivery
1%1%1%4%1%2%-%1%1%1%1%1%1%-%1%1%

ab

346294018-424242364235*742Other (PLEASE SPECIFY)
4%3%2%3%3%2%-%3%3%4%3%4%4%1%3%3%

None of these (DO NOT
5---54-5555541-5READ OUT)
1%-%-%-%*%*%-%*%*%*%*%*%*%4%-%*%

ac

Don't Know (DO NOT READ
82*262-10101010107-310OUT)
1%1%*%1%*%*%-%1%1%1%1%1%1%-%1%1%

Columns Tested: 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?  So for: Parcels and packets
Base: All respondents who receive PARCELS AND PACKETS at their location
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
933587432392800611165360866946911721226Unweighted total
731784233197766631138357844908951881201Weighted total

3240672267766095390228866773280135955Standard delivery
40%76%80%81%79%79%83%79%81%79%81%85%72%79%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3194435180493992660715847445668104632system)
44%61%52%54%51%52%40%53%44%56%50%72%55%53%

bbac

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*105238952521812327882522533255340day delivery)
3%33%28%29%25%28%19%29%25%30%28%34%29%28%

Urgent delivery (send /
receive mail that needs

*7616370171449226591761801936235to arrive rapidly)
4%24%19%21%18%19%14%20%16%21%20%20%19%20%

18912967151368192561431242847200International delivery
12%28%15%20%15%18%13%17%16%17%14%29%25%17%

bcc

-310317*1341012*114Cross-Border Delivery
-%1%1%1%1%1%1%1%1%1%1%*%1%1%

2102814730*4113292441342Other (PLEASE SPECIFY)
26%3%3%4%7%4%1%4%4%3%3%4%7%3%

c

None of these (DO NOT
--242*14145--5READ OUT)
-%-%*%1%2%*%2%*%*%*%1%-%-%*%

ba

Don't Know (DO NOT READ
--82*8-10559**10OUT)
-%-%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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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  So for: Parcels and packets
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
2992973193111226Unweighted total
3073002982951201Weighted total

227252247228955Standard delivery
74%84%83%77%79%

add

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

158170145159632system)
52%57%49%54%53%

b

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

72978685340day delivery)
24%32%29%29%28%

d

Urgent delivery (send /
receive mail that needs

59694859235to arrive rapidly)
19%23%16%20%20%

b

42624848200International delivery
14%21%16%16%17%

d

443314Cross-Border Delivery
1%1%1%1%1%

46122042Other (PLEASE SPECIFY)
1%2%4%7%3%

dcd

None of these (DO NOT
*1225READ OUT)
*%*%1%1%*%

Don't Know (DO NOT READ
332210OUT)
1%1%1%1%1%

Columns Tested: 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?  So for: 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%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

26143-229--274346am - 8.59am
2%2%5%3%-%1%1%3%-%-%2%4%4%2%

degimdddede

83039465956129121168637350112599749am - 11.59am
61%62%64%70%65%63%65%61%57%64%45%65%62%62%

ccccemcccccc

39917191920594978413443462745412pm - 2.59pm
30%28%27%23%23%29%27%29%38%30%40%27%29%29%

jijkijk

182111-64112-4223pm - 5.59pm
1%4%1%1%1%-%3%1%1%1%2%-%4%1%

bhjmbh

71*11-22-*--296pm - 5.59am
1%1%1%1%1%-%1%1%-%*%-%-%2%1%

7022281561345137*76Don't know
5%3%2%2%9%7%3%5%4%5%12%4%*%5%

ajklajkaefgjkl

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

6162252913212*11*32346am - 8.59am
6%1%2%2%8%2%3%2%3%6%9%6%1%2%2%

abcababb

60601806753494027470043557279319749am - 11.59am
63%59%64%62%59%62%60%63%69%64%69%69%70%62%62%

aa

2332763221543914830614212944045412pm - 2.59pm
25%32%27%30%26%29%33%27%23%22%20%22%23%29%29%

af

*4414-22715*---*22223pm - 5.59pm
1%4%1%1%-%1%2%1%*%-%-%-%1%1%1%

1**8-9191---1996pm - 5.59am
1%*%*%1%-%1%*%1%1%-%-%-%1%1%1%

551451472126421**17376Don't know
6%5%5%5%6%5%3%6%4%9%2%3%3%5%5%

b
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

883132*212811238317346am - 8.59am
4%5%2%5%8%1%6%1%2%6%3%2%2%3%1%2%2%

a

1481187119516292743859619521341441984219749am - 11.59am
70%66%61%71%56%71%70%58%62%61%67%67%63%61%65%60%62%

b

4544375289625406351864688820945412pm - 2.59pm
21%24%31%19%28%22%15%34%29%32%17%23%30%29%29%30%29%

accffff

3222-*2*20---23610223pm - 5.59pm
1%1%2%1%-%1%5%1%1%-%-%-%1%1%2%1%1%

2121-*--9-1*2**596pm - 5.59am
1%1%2%*%-%*%-%-%1%-%4%*%1%*%*%1%1%

abce

57210222466*3681193976Don't know
3%4%2%4%8%5%4%6%5%1%9%8%4%5%3%6%5%

bdb
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

21257301522141630232811518346am - 8.59am
2%2%3%2%2%2%4%2%2%3%2%2%2%2%2%

acf

6607241469003957782374619095519043001764949749am - 11.59am
61%61%63%62%60%62%63%65%61%62%62%61%64%62%62%

326358574241873671001794332594201397523445412pm - 2.59pm
30%30%25%29%29%29%27%25%29%29%29%28%27%29%29%

141952111134122211221067223pm - 5.59pm
1%2%2%1%2%1%1%2%2%1%2%2%2%1%1%

58*8573396923396pm - 5.59am
*%1%*%1%1%1%1%*%1%1%1%1%1%*%1%

496015724058173375397230103676Don't know
5%5%7%5%6%5%5%5%5%4%5%6%4%5%5%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

215863214-342132293227-7346am - 8.59am
2%2%5%2%2%2%-%2%2%2%2%2%2%-%3%2%

c

742137952269505482965739953821949811241489749am - 11.59am
62%58%66%65%62%63%100%62%63%62%62%62%63%67%57%62%

a

345793094445254-45233044137143836588545412pm - 2.59pm
29%34%21%27%29%29%-%29%28%29%28%29%28%24%33%29%

aa

19*352212-221722192219-3223pm - 5.59pm
2%*%2%2%1%1%-%1%1%1%1%1%1%-%1%1%

63-195-979995-496pm - 5.59am
1%1%-%*%1%1%-%1%1%1%1%1%*%-%1%1%

c

54119187541-76597665766031476Don't know
5%5%6%5%5%5%-%5%5%5%5%5%5%10%5%5%

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

Ofcom; Business Postal Tracker
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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

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-1630422933111232415346am - 8.59am
-%4%3%1%2%3%3%2%2%2%2%1%3%2%

42377602143971560914313662788551279749am - 11.59am
66%68%65%54%32%69%59%62%62%62%62%53%68%62%

abb

2783151396025126429140314374334745412pm - 2.59pm
34%23%27%35%49%24%25%29%28%29%29%32%25%29%

ba

-518466-228151642223pm - 5.59pm
-%1%2%1%5%1%-%2%2%1%1%3%1%1%

a

-3453327459-*96pm - 5.59am
-%1%*%1%3%*%2%*%1%1%1%-%*%1%

baa

-1048281132116528485711676Don't know
-%3%4%7%9%3%11%4%6%4%5%10%3%5%

baaac

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

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

9898346am - 8.59am
2%2%2%2%2%

2412402642299749am - 11.59am
62%61%66%59%62%

a

11212610011645412pm - 2.59pm
29%32%25%30%29%

b

3659223pm - 5.59pm
1%1%1%2%1%

--7296pm - 5.59am
-%-%2%1%1%

cd

2215152376Don't know
6%4%4%6%5%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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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

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

201113-2412*5422Very Dissatisfied
1%1%1%1%3%-%1%1%1%2%*%3%4%1%

hh

9033541111136121697101Fairly Dissatisfied
7%5%4%6%5%5%6%5%5%11%15%6%8%6%

fkbefghij

klm

Neither Satisfied Nor
364131618175757744227284022409Dissatisfied
27%20%21%21%20%28%31%27%38%24%25%23%23%26%

jlabdfijklm

5432528374475701183643476940632Fairly Satisfied
40%39%38%43%51%37%38%43%33%38%43%40%42%40%

ehkm

333222625186146652530184922405Very Satisfied
25%35%35%29%20%30%25%24%23%26%17%29%23%26%

cefimcefgimcc

Don't Know (DO NOT READ
*------*-----*OUT)
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

87746536162136115183617366118621038NET: Satisfied
65%74%74%73%72%67%62%67%56%64%60%69%65%66%

cegmcegmcegmee

1104467111317714161411123NET: Dissatisfied
8%6%5%7%8%5%7%6%6%12%15%8%11%8%

kfhjklm

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

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, 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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

1399*2210122*1-12022Very Dissatisfied
1%3%3%1%*%1%2%1%3%2%10%-%3%1%1%

aaabcf

79157039819814*11297101Fairly Dissatisfied
8%9%5%6%4%6%4%7%6%2%13%8%6%6%6%

be

Neither Satisfied Nor
28317527615394111298151239395409Dissatisfied
29%30%27%25%26%26%24%27%23%19%25%28%23%26%26%

3844102448216111794542632417606632Fairly Satisfied
40%43%36%41%37%40%39%41%41%37%30%44%44%40%40%

21168028919386135270163229389405Very Satisfied
22%15%28%26%33%26%30%24%25%40%22%19%25%26%26%

ccaabcf

Don't Know (DO NOT READ
--*-*--**---*-*OUT)
-%-%*%-%*%-%-%*%*%-%-%-%*%-%*%

a

59601827374099731472342646269961038NET: Satisfied
62%59%65%67%69%66%69%65%67%78%52%64%68%66%66%

cdd

8112479312029946*213117123NET: Dissatisfied
9%11%9%7%5%8%6%8%9%4%22%8%9%8%8%

abcef

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

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

4-41**2*20**25*6822Very Dissatisfied
2%-%3%*%*%1%5%*%1%5%1%3%2%*%2%1%1%

aaccc

1215819*41888-3412211943101Fairly Dissatisfied
6%8%7%7%*%9%2%11%6%-%9%5%6%9%6%6%6%

ce

Neither Satisfied Nor
6939347413121516354-719664891178409Dissatisfied
33%22%29%27%44%28%39%21%26%-%26%25%31%20%30%25%26%

aababcc

81804711592118275574123382117117267632Fairly Satisfied
38%45%40%42%31%52%47%37%40%38%43%43%39%50%38%38%40%

abd

44462566743233686619494872206405Very Satisfied
21%26%21%24%24%10%8%30%27%57%21%25%23%20%24%29%26%

ccdcdc

Don't Know (DO NOT READ
--------*---*---*OUT)
-%-%-%-%-%-%-%-%*%-%-%-%*%-%-%-%*%

1261267118016252150925918531311651894721038NET: Satisfied
59%70%61%66%55%62%55%67%67%95%64%68%61%71%62%67%66%

bbd

16151220*428107*3617212551123NET: Dissatisfied
8%8%10%7%1%10%6%11%8%5%10%8%8%9%8%7%8%

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

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

171732181868221422471122Very Dissatisfied
2%1%1%1%1%1%2%1%2%2%2%1%3%1%1%

c

7077139348792143935993352241101Fairly Dissatisfied
6%6%6%6%7%6%6%6%6%7%6%7%8%5%6%

Neither Satisfied Nor
2863165938519332510120438623638112879199409Dissatisfied
27%26%26%26%30%26%27%29%26%27%26%26%29%25%26%

45550197586262510154287594380580196111320632Fairly Satisfied
42%42%42%40%40%41%41%41%40%43%40%40%41%40%40%

248283583701423139316338320038012954220405Very Satisfied
23%24%25%25%22%25%25%23%26%22%26%26%20%28%26%

bbb

Don't Know (DO NOT READ
-*-*-*--***--**OUT)
-%*%-%*%-%*%-%-%*%*%*%-%-%*%*%

7037831559564048232474509775809593251665401038NET: Satisfied
65%66%67%66%62%66%66%64%66%65%66%66%61%68%66%

b

8794161135797275111573115382953123NET: Dissatisfied
8%8%7%8%9%8%7%7%8%8%8%8%11%7%8%

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

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

166*12212-222022172216-622Very Dissatisfied
1%3%*%*%1%1%-%1%2%1%1%1%1%-%2%1%

c

59309219857-1017798879481-20101Fairly Dissatisfied
5%13%7%6%6%6%-%6%7%6%7%6%6%-%8%6%

ac

Neither Satisfied Nor
304673785403233-4003104003463993171583409Dissatisfied
26%29%26%24%26%27%-%26%26%26%26%26%25%41%32%26%

cc

5038446150618360-6324666175346155331195632Fairly Satisfied
42%36%32%43%40%41%-%41%40%40%41%40%41%29%36%40%

a

30548529439121324033003943323943411157405Very Satisfied
26%20%36%27%26%24%100%26%26%26%25%26%26%30%22%26%

bc

Don't Know (DO NOT READ
*---*--*-****--*OUT)
*%-%-%-%*%-%-%*%-%*%*%*%*%-%-%*%

8081319824410105732103576610118661010873211521038NET: Satisfied
68%56%67%70%66%65%100%66%65%66%66%66%68%59%58%66%

bba

7536102212069-1239712110411796-26123NET: Dissatisfied
6%15%7%6%8%8%-%8%8%8%8%8%7%-%10%8%

acb
Columns Tested: a,b,c - a,b,c,d,e,f - 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, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, 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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-451722-220121172322Very Dissatisfied
-%1%*%4%18%-%2%1%*%2%1%2%2%1%

bab

2213962101-793366577813101Fairly Dissatisfied
27%6%3%16%82%-%7%6%7%6%6%8%7%6%

ba

Neither Satisfied Nor
198260149--253841093003143360409Dissatisfied
9%28%22%38%-%-%24%26%22%28%25%32%32%26%

bbc

4147507126-632286041974365213969632Fairly Satisfied
61%42%43%32%-%61%27%41%39%41%41%38%37%40%

abb

*7836441-405403651602453402142405Very Satisfied
3%22%31%10%-%39%39%25%32%23%27%20%22%26%

abaa

Don't Know (DO NOT READ
--*----**-*--*OUT)
-%-%*%-%-%-%-%*%*%-%*%-%-%*%

4225871166-103868970357681861601101038NET: Satisfied
64%65%74%42%-%100%66%66%71%64%68%58%59%66%

abaab

2254379123-91133686941017123NET: Dissatisfied
27%7%4%20%100%-%9%8%7%8%7%10%9%8%

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

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, 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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

527922Very Dissatisfied
1%*%2%2%1%

c

28212823101Fairly Dissatisfied
7%5%7%6%6%

Neither Satisfied Nor
74117105114409Dissatisfied
19%30%26%29%26%

ddd

152151169160632Fairly Satisfied
39%38%42%41%40%

1281069082405Very Satisfied
33%27%23%21%26%

ab

Don't Know (DO NOT READ
*---*OUT)
*%-%-%-%*%

2792562602421038NET: Satisfied
72%65%65%62%66%

abc

33233532123NET: Dissatisfied
9%6%9%8%8%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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QRM2. Thinking generally about the service your organisation receives as a whole, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, 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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

111564715251711101196126Very Dissatisfied
8%8%9%5%9%7%14%6%10%9%10%5%6%8%

bfjm

205581192326541614202418230Fairly Dissatisfied
15%8%12%13%10%11%14%20%14%13%19%14%19%15%

lhklll

Neither Satisfied Nor
337121413226335732431363617377Dissatisfied
25%19%20%16%25%31%19%27%22%27%33%21%18%24%

jgjkljjagjkl

391191728345355673233255636455Fairly Satisfied
29%31%24%33%39%26%30%24%29%29%23%33%38%29%

kcfkfk

296212627154842612725134618369Very Satisfied
22%33%36%31%18%23%23%22%25%22%12%27%19%24%

cacdfgimacdefghimcfimccc

Don't Know (DO NOT READ
10**1-222--4*-11OUT)
1%*%*%1%-%1%1%1%-%-%3%*%-%1%

klm

687404354491019712759593810255825NET: Satisfied
51%64%60%64%56%49%52%47%54%52%35%59%57%53%

ccdfghmcfmcdfghmccccccfc

316101516173852712624313324357NET: Dissatisfied
23%16%20%18%19%18%28%26%24%21%29%19%25%23%

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

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

6182676512235926*1*4121126Very Dissatisfied
7%17%9%7%8%8%8%8%9%5%9%5%12%8%8%

abd

141556146112206316891215222230Fairly Dissatisfied
14%15%20%13%18%15%14%15%14%8%26%15%12%15%15%

aabef

Neither Satisfied Nor
19245328112366105272132138364377Dissatisfied
20%23%19%26%20%24%23%24%21%21%13%34%20%24%24%

bbdf

313382309134431263292022314435455Fairly Satisfied
33%32%29%28%22%29%28%29%33%24%24%32%36%29%29%

a

23126327118351125244133217356369Very Satisfied
24%12%22%25%31%23%27%22%22%38%27%14%19%24%24%

cccaaabcf

Don't Know (DO NOT READ
2*18*111101*--*1011OUT)
2%*%*%1%1%1%*%1%1%4%-%-%1%1%1%

ba

5446145580317942515733454421791825NET: Satisfied
57%45%52%53%53%53%55%51%54%62%51%46%55%52%53%

c

2033822221534197259151329342357NET: Dissatisfied
21%32%29%20%26%23%21%23%23%13%36%20%24%23%23%

adae
Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

1113816*4311109*5825252935126Very Dissatisfied
5%7%7%6%*%10%8%15%8%3%17%10%12%11%9%5%8%

aeabaaaa

3221193433811205*71236374494230Fairly Dissatisfied
15%12%16%13%11%8%21%15%15%1%26%16%17%16%14%13%15%

ab

Neither Satisfied Nor
633734666158103392417534877176377Dissatisfied
30%20%29%24%19%36%21%13%24%20%14%22%25%21%25%25%24%

abbfff

61603388121512203965720618380198455Fairly Satisfied
29%34%28%32%41%36%31%27%29%55%23%26%29%36%26%28%29%

abf

43482268848223272520363975192369Very Satisfied
20%27%18%25%28%10%20%30%24%22%19%26%17%16%24%27%24%

dddcdcdcd

Don't Know (DO NOT READ
2-2*--*-11-**22*611OUT)
1%-%2%*%-%-%*%-%1%-%1%*%1%1%*%1%1%

a

10410855157201920427237124197122155390825NET: Satisfied
49%60%47%57%69%46%51%57%52%76%42%52%46%52%51%56%53%

baddf

43352751371122313*1220616272129357NET: Dissatisfied
20%19%23%19%12%18%28%30%23%4%43%26%28%27%24%18%23%

eabcdeaa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

791072312167113295712187121422954126Very Dissatisfied
7%9%10%8%10%9%8%8%8%10%8%8%11%7%8%

a

176188352191071885997221152216795298230Fairly Dissatisfied
16%16%15%15%16%15%16%14%15%17%15%16%19%12%15%

a

Neither Satisfied Nor
279294543511512958617135321834111452206377Dissatisfied
26%25%23%24%23%24%23%24%24%24%23%23%19%26%24%

b

3223336742419036311222942924742614978225455Fairly Satisfied
30%28%29%29%29%29%30%33%29%28%29%30%29%28%29%

b

215264493331362808714734418234110661203369Very Satisfied
20%22%21%23%21%22%23%21%23%20%23%22%22%26%24%

Don't Know (DO NOT READ
5727272395922711OUT)
*%1%1%*%*%1%1%*%1%1%1%1%1%1%1%

536596117757325643200376773428767255139428825NET: Satisfied
50%50%51%52%50%52%53%53%52%48%53%52%51%54%53%

bbb

255296583391743018815534323933812082152357NET: Dissatisfied
24%25%25%23%27%24%23%22%23%27%23%24%30%19%23%

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

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 on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

8135103512468-125100124111123101*26126Very Dissatisfied
7%15%7%10%8%8%-%8%8%8%8%8%8%1%10%8%

ac

171491158226148-2301782272152251761147230Fairly Dissatisfied
14%21%8%17%15%17%-%15%15%15%16%15%14%29%18%15%

aacc

Neither Satisfied Nor
292572877370196-371269370304366322951377Dissatisfied
25%24%19%22%24%22%-%24%23%24%23%24%25%26%20%24%

35358441034502572452354445380445376675455Fairly Satisfied
30%25%30%29%29%29%100%29%30%29%29%29%29%16%29%29%

282335275352199-3692663562983563081055369Very Satisfied
24%14%36%21%23%23%-%24%23%23%23%23%24%28%21%24%

bbc

Don't Know (DO NOT READ
92*3116-117117115-611OUT)
1%1%*%1%1%1%-%1%1%1%1%1%*%-%2%1%

c

6359195178802456282162080167880068416130825NET: Satisfied
53%39%66%51%52%52%100%53%53%52%52%52%53%44%50%53%

bbc

252842193350217-3552773513263482761173357NET: Dissatisfied
21%36%15%27%23%25%-%23%24%23%25%23%21%30%28%23%

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

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 on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

2196364562621241711099521126Very Dissatisfied
27%5%5%16%46%3%2%8%3%10%8%5%11%8%

babb

-471547733728223581721822622230Fairly Dissatisfied
-%14%13%19%27%7%7%15%12%16%14%25%12%15%

babbac

Neither Satisfied Nor
28627710018208233541292483211341377Dissatisfied

34%25%24%25%15%20%23%24%26%23%25%13%22%24%

b

*11635610012376344221612943633457455Fairly Satisfied
5%33%30%25%10%36%33%29%32%28%29%33%31%29%

b

279315543349333361322372952544369Very Satisfied
34%23%27%14%2%34%32%23%26%22%23%25%24%24%

aba

Don't Know (DO NOT READ
-2101*729659*211OUT)
-%1%1%*%*%1%2%1%1%1%1%*%1%1%

3195671153157256775829353165859101825NET: Satisfied
39%56%57%39%12%70%66%52%58%50%52%57%54%53%

abaa

266216140899810347752822813143357NET: Dissatisfied
27%19%18%36%73%9%10%24%15%26%22%30%23%23%

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

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 on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

21244140126Very Dissatisfied
5%6%10%10%8%

cdcd

43576663230Fairly Dissatisfied
11%15%17%16%15%

dd

Neither Satisfied Nor
7912169108377Dissatisfied
21%31%17%28%24%

bdbd

12810713289455Fairly Satisfied
33%27%33%23%29%

aa

113828985369Very Satisfied
29%21%22%22%24%

abc

Don't Know (DO NOT READ
242211OUT)
1%1%1%1%1%

241188221174825NET: Satisfied
62%48%55%45%53%

abcac

6482107104357NET: Dissatisfied
17%21%27%27%23%

cdcd

Columns Tested: 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 on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

5612358973863561Very Dissatisfied
4%1%2%4%6%4%5%3%3%7%5%2%6%4%

llbkll

12356547253011518913138Fairly Dissatisfied
9%8%8%6%5%3%14%11%10%5%17%6%13%9%

hbdhijhjhbdhijkmdhj

Neither Satisfied Nor
299101417174235622927244619340Dissatisfied
22%16%20%20%19%20%19%23%26%23%22%27%20%22%

ll

502222631377871974638426329582Fairly Satisfied
37%35%36%37%43%38%39%35%42%34%38%37%31%37%

352242428236544722133174928427Very Satisfied
26%38%32%33%27%32%24%26%19%29%15%29%29%27%

ccefgmcecemceccc

Don't Know (DO NOT READ
18111-4-5-34*220OUT)
1%1%1%1%-%2%-%2%-%2%3%*%2%1%

g

85546505961143116169677159113571010NET: Satisfied
63%74%69%70%70%70%62%62%61%62%53%66%60%64%

acdefgmcccc

17867891535371414241218200NET: Dissatisfied
13%9%10%9%11%8%19%14%13%12%22%7%19%13%

bhjklbhjklmbhjl

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) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

611123245716453***25861Very Dissatisfied
7%10%4%3%7%4%4%4%5%5%4%3%6%4%4%

aab

91121972136301096*213132138Fairly Dissatisfied
9%11%7%9%4%9%7%10%10%4%24%9%8%9%9%

bbabef

Neither Satisfied Nor
1519622447333100241121226329340Dissatisfied
16%19%22%22%13%22%22%22%18%19%23%23%16%22%22%

b

4738103394245581674152522417557582Fairly Satisfied
49%37%37%36%41%37%37%37%40%27%25%42%45%37%37%

abade

14228031221407134293163229412427Very Satisfied
15%21%28%29%36%27%30%26%25%41%24%23%23%27%27%

ddaabcf

Don't Know (DO NOT READ
41312*208131*--12020OUT)
4%1%1%1%1%1%2%1%2%4%-%-%2%1%1%

ab

61601827064596530170841536269691010NET: Satisfied
64%59%65%65%76%64%66%64%65%68%49%64%68%64%64%

addd

15223312961934615391215190200NET: Dissatisfied
16%22%12%12%10%13%10%14%15%9%28%13%14%13%13%

abbabef

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

5647*23650*361512101561Very Dissatisfied
2%4%3%3%1%5%8%8%4%1%11%7%7%5%3%2%4%

aabaaa

261612305634120*4917182665138Fairly Dissatisfied
12%9%10%11%18%14%8%6%9%4%13%12%8%8%8%9%9%

ab

Neither Satisfied Nor
51402962591012306*317495573143340Dissatisfied
24%22%25%23%15%22%25%16%22%4%11%22%23%24%24%20%22%

ffff

74704210115161627508711247884114263582Fairly Satisfied
35%39%36%37%52%39%42%36%37%71%37%31%37%36%38%38%37%

a

52472871487253832519526480205427Very Satisfied
24%26%24%26%14%20%18%34%28%20%19%25%24%27%26%29%27%

ce

Don't Know (DO NOT READ
4*22--*-20-233*21020OUT)
2%*%2%1%-%-%*%-%1%-%8%3%1%*%1%1%1%

abcdbc

1251177117219242352891916441301491944681010NET: Satisfied
59%65%60%63%66%59%59%70%64%90%57%56%61%63%64%67%64%

e

3122153768611170171532303680200NET: Dissatisfied
14%12%13%14%19%19%16%14%12%6%25%19%15%13%12%11%13%

abca
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

44479583548252659445926142061Very Dissatisfied
4%4%4%4%5%4%7%4%4%5%4%5%5%3%4%

acdfaa

93981812367105256112370123362970138Fairly Dissatisfied
9%8%8%8%10%8%7%9%8%8%8%7%10%9%9%

Neither Satisfied Nor
253278453201362797815632519832111863155340Dissatisfied
24%23%19%22%21%22%21%22%22%22%22%24%23%20%22%

41145496549246473143265553346540173112293582Fairly Satisfied
38%38%42%38%38%38%38%38%37%39%37%35%41%37%37%

2602965938316332510119039821939113551242427Very Satisfied
24%25%25%26%25%26%27%27%27%25%27%27%19%31%27%

bb

Don't Know (DO NOT READ
142052061636201220541120OUT)
1%2%2%1%1%1%1%1%1%1%1%1%2%1%1%

6727501559324097972444559515659313071635351010NET: Satisfied
62%63%67%64%63%64%65%65%64%64%64%62%60%68%64%

b

137145261811021535087182114182624391200NET: Dissatisfied
13%12%11%12%16%12%13%12%12%13%13%13%16%11%13%

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

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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

36169136132-59516157614721161Very Dissatisfied
3%7%6%4%4%4%-%4%4%4%4%4%4%6%4%4%

cc

9035133313690-136111132117130108*31138Fairly Dissatisfied
8%15%9%9%9%10%-%9%9%9%9%9%8%1%12%9%

c

Neither Satisfied Nor
261552468335180-3382513372903362781057340Dissatisfied
22%24%17%19%22%21%-%22%21%22%22%22%22%29%22%22%

4597548148571340-57943356748456446711106582Fairly Satisfied
39%32%33%42%37%39%-%37%37%37%37%37%36%30%41%37%

b

32651498841022624263134143514143701251427Very Satisfied
27%22%34%25%27%26%100%27%27%27%27%27%29%33%19%27%

ba

Don't Know (DO NOT READ
17211205-201620172016*420OUT)
1%1%1%*%1%1%-%1%1%1%1%1%1%*%2%1%

7841269723598156721004745981835978838231571010NET: Satisfied
66%53%67%67%64%65%100%64%64%64%63%64%65%63%60%64%

bb

126522246197122-196162193174191155342200NET: Dissatisfied
11%22%15%13%13%14%-%13%14%13%13%13%12%8%16%13%

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

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

29204136255614474651061Very Dissatisfied
27%3%2%10%29%*%5%4%3%4%4%5%5%4%

ba

*3766733527513439991071219138Fairly Dissatisfied
4%11%6%18%28%3%4%9%8%9%8%12%10%9%

ba

Neither Satisfied Nor
3782331083014516324932472742143340Dissatisfied

39%22%20%27%24%14%16%22%19%23%22%21%23%22%

bab

113145612613445405421863964723767582Fairly Satisfied
10%38%39%32%11%43%39%37%37%37%37%36%36%37%

ab

189382468403323961642633532645427Very Satisfied
20%26%32%12%6%39%31%27%33%25%28%25%24%27%

aba

Don't Know (DO NOT READ
-4182216416614162220OUT)
-%1%2%1%2%1%4%1%1%1%1%2%1%1%

a

22208381722184972938350659825641121010NET: Satisfied
30%63%71%44%17%82%70%64%70%62%65%62%60%64%

aba

24686113702910190531471541729200NET: Dissatisfied
31%13%7%29%57%3%10%13%11%14%12%16%16%13%

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

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

106242161Very Dissatisfied
3%2%6%5%4%

cdcd

29293645138Fairly Dissatisfied
8%7%9%11%9%

c

Neither Satisfied Nor
828375101340Dissatisfied
21%21%19%26%22%

b

133166152131582Fairly Satisfied
34%42%38%34%37%

ad

13010510687427Very Satisfied
34%26%26%22%27%

abc

Don't Know (DO NOT READ
377420OUT)
1%2%2%1%1%

2632702582181010NET: Satisfied
68%68%65%56%64%

aaa

39356065200NET: Dissatisfied
10%9%15%17%13%

cdcd

Columns Tested: 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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

29*1142251*57231Very Dissatisfied
2%1%1%1%5%1%1%2%1%*%5%4%2%2%

dldld

61222397204167467Fairly Dissatisfied
4%4%3%2%3%4%4%7%4%1%5%4%4%4%

dj

Neither Satisfied Nor
1489999241931161111208175Dissatisfied
11%15%12%10%10%12%10%11%15%10%10%12%8%11%

394192430286452793232264635468Fairly Satisfied
29%30%34%36%32%31%28%29%30%28%23%27%37%30%

c

474242729287571863245337035554Very Satisfied
35%38%37%34%33%37%38%31%29%39%30%41%37%35%

Don't Know (DO NOT READ
2457914163035532424292213275OUT)
18%12%12%17%18%15%19%19%22%21%27%13%13%18%

klklbhkl

86843515956139122165647759116701022NET: Satisfied
64%68%71%70%65%68%66%60%59%68%54%68%73%65%

ccefcefccc

89333711925521114598NET: Dissatisfied
7%5%5%3%8%5%5%9%5%1%10%8%6%6%

djddjdjdj

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

141015-316251-*-13031Very Dissatisfied
2%4%4%1%-%2%1%2%1%-%3%-%1%2%2%

aa

54104936421462***16567Fairly Dissatisfied
5%4%3%4%5%4%5%4%3%4%5%1%4%4%4%

Neither Satisfied Nor
1782812371684612981*15167175Dissatisfied
18%8%10%11%13%11%10%12%12%11%7%11%14%11%11%

abc

333378324164521393282223314446468Fairly Satisfied
34%32%28%30%28%30%31%29%35%27%37%36%36%30%30%

224398391255291713832343413531554Very Satisfied
23%42%35%36%43%35%38%34%37%49%42%42%33%35%35%

dddab

Don't Know (DO NOT READ
17115719072687120471115268275OUT)
18%11%20%17%12%18%16%18%11%9%8%10%12%18%18%

cbf

55761767154198131171145667269761022NET: Satisfied
57%74%63%65%70%65%68%64%72%76%78%78%69%65%65%

bdaa

78206439527713*1*29598NET: Dissatisfied
7%7%7%6%5%6%6%6%5%4%7%1%5%6%6%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

114610*-1-29-124512831Very Dissatisfied
5%2%5%4%2%-%3%-%2%-%2%3%2%2%4%1%2%

a

711513*51359-2396182967Fairly Dissatisfied
3%6%4%5%1%11%2%4%4%-%8%3%4%3%6%4%4%

ac

Neither Satisfied Nor
18171125616515712829243872175Dissatisfied
9%10%9%9%21%3%15%7%11%15%6%10%14%10%13%10%11%

bdd

68503187101613194104726626889212468Fairly Satisfied
32%28%27%32%34%39%33%25%30%38%27%33%29%29%29%30%30%

6564369351483449239308190100242554Very Satisfied
31%36%31%34%18%33%21%47%36%27%32%38%38%38%33%34%35%

acece

Don't Know (DO NOT READ
41322846761013239279294248137275OUT)
19%18%24%17%24%14%27%17%17%20%25%12%14%18%16%20%18%

ded

1331156718015302153903617561431571894541022NET: Satisfied
63%64%57%66%52%72%53%72%65%65%59%71%67%67%62%65%65%

ce

19151123152388-351211293898NET: Dissatisfied
9%9%10%8%3%11%5%4%6%-%10%6%6%5%10%5%6%

ac

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

2522827202713202918291281231Very Dissatisfied
2%2%4%2%3%2%4%3%2%2%2%2%3%1%2%

49617652649132465346215213167Fairly Dissatisfied
5%5%3%4%4%4%3%3%4%4%4%3%8%4%4%

ac

Neither Satisfied Nor
1211322116274140367716398159463990175Dissatisfied
11%11%9%11%11%11%10%11%11%11%11%9%14%11%11%

c

3323597543619737411121244327543712974260468Fairly Satisfied
31%30%33%30%30%30%30%30%30%31%30%26%27%33%30%

c

3624268551823044012824352632351918595271554Very Satisfied
34%36%37%36%35%35%34%34%36%36%36%38%34%34%35%

Don't Know (DO NOT READ
187194352481062167312825314324710538129275OUT)
17%16%15%17%16%17%20%18%17%16%17%21%14%16%18%

ab

6947841609544288142394559695989573141695311022NET: Satisfied
65%66%69%66%65%65%64%65%66%67%66%64%62%67%65%

748315914575264494529127284398NET: Dissatisfied
7%7%7%6%7%6%7%6%6%6%6%5%10%5%6%

ac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

217443125-312831283124-731Very Dissatisfied
2%3%2%1%2%3%-%2%2%2%2%2%2%-%3%2%

c

48136206644-664865606552-1467Fairly Dissatisfied
4%6%4%6%4%5%-%4%4%4%5%4%4%-%6%4%

Neither Satisfied Nor
13030144617295-174122172148170144329175Dissatisfied
11%13%10%13%11%11%-%11%10%11%11%11%11%9%11%11%

3686634104462269-4643484603934603631493468Fairly Satisfied
31%28%23%30%30%31%-%30%30%30%30%30%28%39%36%30%

c

4197657124536309-5504125364515364831463554Very Satisfied
35%32%39%35%35%35%-%35%35%35%34%35%38%39%24%35%

a

Don't Know (DO NOT READ
2024330532671332273215268235263219554275OUT)
17%18%21%15%17%15%100%18%18%17%18%17%17%13%21%18%

78714290228998578-1014760996844996847281561022NET: Satisfied
66%60%63%65%65%66%-%65%65%65%64%65%66%78%60%65%

a

69209239769-987696889677-2198NET: Dissatisfied
6%8%7%7%6%8%-%6%6%6%7%6%6%-%8%6%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-1315161272291120242531Very Dissatisfied
-%4%1%4%10%1%2%2%2%2%2%2%3%2%

ba

-1247209372651750556667Fairly Dissatisfied
-%4%4%5%8%4%2%4%3%5%4%6%3%4%

a

Neither Satisfied Nor
*2812154228110165511241461217175Dissatisfied
2%8%10%14%18%8%10%11%10%12%11%12%9%11%

a

*10934712127315234441383293743159468Fairly Satisfied
7%31%29%31%22%30%23%30%28%31%29%30%32%30%

b

*12145010425438445101803744583257554Very Satisfied
5%35%38%26%21%42%43%35%36%35%36%31%31%35%

ab

Don't Know (DO NOT READ
6641958027160212541051702122042275OUT)

86%18%17%20%22%15%20%17%21%16%17%19%23%18%

a

12307962255275367955318703832641161022NET: Satisfied
12%66%68%57%42%73%66%65%63%66%66%61%62%65%

ab

-256236214549428707981198NET: Dissatisfied
-%7%5%9%17%4%4%6%6%7%6%8%6%6%

ba
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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

5612731Very Dissatisfied
1%2%3%2%2%

2115121867Fairly Dissatisfied
6%4%3%5%4%

Neither Satisfied Nor
49515125175Dissatisfied
13%13%13%6%11%

aaa

128128112100468Fairly Satisfied
33%32%28%26%30%

aa

141139149125554Very Satisfied
36%35%37%32%35%

Don't Know (DO NOT READ
425663113275OUT)
11%14%16%29%18%

dbcd

2702672612251022NET: Satisfied
70%67%65%58%65%

aaa

2722252598NET: Dissatisfied
7%5%6%6%6%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

4--1-2----2*-5Very Dissatisfied
*%-%-%1%-%1%-%-%-%-%2%*%-%*%

12-111-*5--*3214Fairly Dissatisfied
1%-%2%2%1%-%*%2%-%-%*%2%2%1%

Neither Satisfied Nor
1125561018131812813146129Dissatisfied

8%8%7%8%11%9%7%7%11%7%12%8%6%8%

424222324297257883238265231493Fairly Satisfied
31%35%32%29%33%35%31%32%29%33%23%30%33%31%

519253239298578953349317940614Very Satisfied
38%39%44%46%33%42%42%35%30%43%29%46%42%39%

cecefimcece

Don't Know (DO NOT READ
279111113192737673219382516314OUT)
21%17%15%15%21%13%20%25%29%17%34%14%17%20%

bhjkbdhjklmabdghjk

lm

94347556357157134183658757130711107NET: Satisfied
70%74%76%75%66%77%73%67%59%76%52%76%75%71%

cececececececcecece

16-1212*5--23219NET: Dissatisfied
1%-%2%2%1%1%*%2%-%-%2%2%2%1%

l
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

22***5-51--**45Very Dissatisfied
2%2%*%*%*%*%-%*%1%-%-%1%1%*%*%

abab

2*210*141131---11314Fairly Dissatisfied
2%*%1%1%1%1%*%1%2%-%-%-%2%1%1%

a

Neither Satisfied Nor
12627855124319871*24122129Dissatisfied
12%6%10%8%9%8%7%9%11%7%5%16%12%8%8%

a

283285348174761463471922312474493Fairly Satisfied
30%31%30%32%29%32%32%31%31%26%35%27%32%31%31%

3342104435235911974172544512589614Very Satisfied
35%41%37%40%39%39%43%37%40%51%54%48%33%39%39%

ababb

Don't Know (DO NOT READ
1820622141330179235101*18304314OUT)
19%20%22%20%22%20%17%21%16%16%6%7%20%20%20%

cdcd

6174189783401068343764446672510631107NET: Satisfied
65%72%67%72%68%71%76%69%71%77%89%76%65%71%71%

aabf

52210*191182--*11819NET: Dissatisfied
5%2%1%1%1%1%*%2%2%-%-%1%4%1%1%

abba
Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

3*21--*23-*2*--25Very Dissatisfied
1%*%2%*%-%-%*%3%*%-%1%3%*%-%-%*%*%

aabcd

3626*2--12-**343414Fairly Dissatisfied
1%3%2%2%2%4%-%-%1%-%1%1%2%2%1%1%1%

ab

Neither Satisfied Nor
1413820-15412012524123848129Dissatisfied
7%7%7%7%-%2%13%6%9%15%7%6%11%5%13%7%8%

deacace

69572997161511254272626608199220493Fairly Satisfied
33%32%25%36%55%36%29%33%31%20%20%33%28%35%32%31%31%

babcfff

6972411008181230547411328794106279614Very Satisfied
33%40%35%37%26%43%31%41%39%46%38%41%41%40%35%40%39%

Don't Know (DO NOT READ
533135495611132792913394459148314OUT)
25%17%30%18%17%15%28%17%20%20%34%17%18%19%19%21%20%

aabcde

1381297019724322355973616581471752054991107NET: Satisfied
66%72%60%72%81%79%59%74%70%65%58%74%69%75%67%71%71%

bccfff

6647*2*215-*3443619NET: Dissatisfied
3%3%3%3%2%4%*%3%1%-%2%3%2%2%1%1%1%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

531555255552*35Very Dissatisfied
*%*%*%*%1%*%1%1%*%1%*%*%*%*%*%

1110212914391471465414Fairly Dissatisfied
1%1%1%1%1%1%1%1%1%1%1%1%2%*%1%

a

Neither Satisfied Nor
89971612054101255812176121283962129Dissatisfied
8%8%7%8%8%8%7%8%8%9%8%6%14%8%8%

ac

3703677546221740211722846628046014290259493Fairly Satisfied
34%31%33%32%33%32%31%32%32%31%32%29%33%33%31%

3894859957024848715026457934856520899304614Very Satisfied
36%41%43%39%38%39%40%37%39%39%39%42%36%38%39%

b

Don't Know (DO NOT READ
213231372851212367814129317329010641161314OUT)
20%19%16%20%18%19%21%20%20%19%20%21%15%20%20%

bb

7588531741032465889268492104562810253501895631107NET: Satisfied
70%71%76%71%71%71%71%70%71%71%70%71%69%71%71%

1613317141951419121985619NET: Dissatisfied
1%1%1%1%2%1%1%2%1%1%1%2%2%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

32-153-555553-25Very Dissatisfied
*%1%-%*%*%*%-%*%*%*%*%*%*%-%1%*%

77*21411-141214141410-514Fairly Dissatisfied
1%3%*%1%1%1%-%1%1%1%1%1%1%-%2%1%

c

Neither Satisfied Nor
972582612375-12891124104123109-20129Dissatisfied
8%11%5%7%8%9%-%8%8%8%8%8%8%-%8%8%

3806845122491300-4893834854264833871297493Fairly Satisfied
32%29%31%35%32%34%-%31%33%32%32%32%30%33%37%31%

c

462826814759433726084475965045945271678614Very Satisfied
39%35%47%42%39%39%100%39%38%39%38%39%41%44%30%39%

ba

Don't Know (DO NOT READ
240512353305149-314236309263305250858314OUT)
20%22%16%15%20%17%-%20%20%20%20%20%19%23%22%20%

c

84215011326810856382109783010819291078914281751107NET: Satisfied
71%64%78%76%71%73%100%70%71%71%71%71%71%77%67%71%

bbb

109*31914-191719191912-719NET: Dissatisfied
1%4%*%1%1%2%-%1%1%1%1%1%1%-%3%1%

acc
Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-2*55*-5322215Very Dissatisfied
-%1%*%1%4%*%-%*%1%*%*%2%*%*%

bac

-531261113410123-14Fairly Dissatisfied
-%1%*%3%5%*%1%1%1%1%1%3%-%1%

baa

Neither Satisfied Nor
-2087422146912138921031115129Dissatisfied
-%6%7%11%17%4%9%8%8%9%8%11%8%8%

ba

*11836412928313304631473474043452493Fairly Satisfied
4%34%31%33%23%30%29%32%29%32%32%33%28%31%

113351010430498435712183965073169614Very Satisfied
10%38%43%26%24%48%42%39%43%37%40%30%37%39%

aba

Don't Know (DO NOT READ
6702111033418019294942202402250314OUT)

86%20%18%26%27%17%19%20%19%21%19%22%27%20%

bac

125187423358811731034364743912651211107NET: Satisfied
14%72%74%59%47%78%71%70%72%70%72%63%65%71%

ab

-7317111118713145119NET: Dissatisfied
-%2%*%4%9%*%1%1%1%1%1%5%*%1%

baac

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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

3*2*5Very Dissatisfied
1%*%*%*%*%

363314Fairly Dissatisfied
1%1%1%1%1%

Neither Satisfied Nor
42323620129Dissatisfied
11%8%9%5%8%

aa

11713414697493Fairly Satisfied
30%34%37%25%31%

aa

153173149139614Very Satisfied
40%44%37%36%39%

a

Don't Know (DO NOT READ
685265129314OUT)
18%13%16%33%20%

bcd

2713062952361107NET: Satisfied
70%77%74%61%71%

aada

664319NET: Dissatisfied
2%2%1%1%1%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

13-11*-24--42216Very Dissatisfied
1%-%1%2%*%-%1%1%-%-%3%1%2%1%

dhl

31*214-*1632*2434Fairly Dissatisfied
2%*%3%1%5%-%*%6%2%1%*%1%4%2%

ghlcghjlmhl

Neither Satisfied Nor
118758624152014139124137Dissatisfied

9%11%7%9%7%12%8%7%13%12%8%7%4%9%

403192422276445793431345435467Fairly Satisfied
30%30%32%26%31%32%24%29%31%27%31%32%37%30%

5973033403296981074249468442699Very Satisfied
44%47%46%47%37%47%53%39%39%43%42%49%44%45%

efi

Don't Know (DO NOT READ
188771317202647161916189216OUT)
14%12%10%15%20%10%14%17%15%16%15%10%10%14%

hkk

100048576259160142187768180138771167NET: Satisfied
74%77%79%73%68%78%77%68%70%71%73%80%81%74%

ff

44*324-2203245550NET: Dissatisfied
3%*%4%3%5%-%1%7%2%1%4%3%6%3%

hlhllhldghjlmhlhl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Availability of a daily collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

*439-16312*--**1516Very Dissatisfied
*%4%1%1%-%1%1%1%1%-%-%1%*%1%1%

a

3232613311232-**13234Fairly Dissatisfied
3%2%1%2%2%2%3%2%3%-%7%1%3%2%2%

a

Neither Satisfied Nor
113201037130311065*112132137Dissatisfied
11%3%7%9%12%9%7%10%7%6%10%12%6%9%9%

cc

343470330174511523152122313447467Fairly Satisfied
36%33%25%30%29%30%33%28%34%29%28%33%36%30%30%

ba

3445132488276732054952844416672699Very Satisfied
36%44%47%45%46%45%45%44%45%50%50%46%42%45%45%

dd

Don't Know (DO NOT READ
13155213572095216371*15209216OUT)
14%15%19%12%12%14%12%15%11%15%6%6%13%14%14%

a

6879202818431124357810496683011181167NET: Satisfied
71%77%72%75%74%74%78%73%78%79%78%79%78%74%74%

a

3663514915352-**14850NET: Dissatisfied
3%5%2%3%2%3%3%3%3%-%7%3%3%3%3%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Availability of a daily collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

5*41-**-15--*222916Very Dissatisfied
2%*%3%*%-%*%*%-%1%-%-%*%1%1%1%1%1%

aa

6721112-*31-118661334Fairly Dissatisfied
3%4%2%4%2%6%-%*%2%-%2%1%4%2%2%2%2%

b

Neither Satisfied Nor
1518528*4*412811416203460137Dissatisfied
7%10%4%10%2%11%*%5%9%15%5%5%7%9%11%9%9%

cc

51562682151216204042822696988210467Fairly Satisfied
24%31%22%30%51%29%42%27%29%21%29%28%32%29%29%30%30%

abd

92714711791613396234114191102136314699Very Satisfied
44%40%40%43%30%39%34%52%45%45%39%52%43%44%45%45%45%

ce

Don't Know (DO NOT READ
4226343456911185271128353894216OUT)
20%15%29%13%15%15%23%15%13%20%26%14%13%15%13%13%14%

aaabcde

14312872199242829591027619621601712245241167NET: Satisfied
68%71%62%73%81%68%76%80%74%65%67%80%75%73%74%75%74%

bf

11861312**46-1110892250NET: Dissatisfied
5%4%5%5%2%6%*%*%3%-%2%1%4%3%3%3%3%

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

Ofcom; Business Postal Tracker
Table 42  (continuation)                                                                                                                                                                        Page 401

Availability of a daily collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

1213415914571561545716Very Dissatisfied
1%1%2%1%1%1%1%1%1%1%1%1%2%1%1%

2729331223081633223211131034Fairly Dissatisfied
2%2%1%2%3%2%2%2%2%2%2%2%5%1%2%

cac

Neither Satisfied Nor
841051812760100436312876120343667137Dissatisfied
8%9%8%9%9%8%11%9%9%9%8%7%13%8%9%

afac

3453547344018837910621844326343515473236467Fairly Satisfied
32%30%32%30%29%30%28%31%30%30%30%31%27%30%30%

463540112648294552151301658403650215117364699Very Satisfied
43%45%49%45%45%44%40%43%44%45%45%44%42%46%45%

Don't Know (DO NOT READ
146152211948117162992021192027431108216OUT)
14%13%9%13%12%14%16%14%14%13%14%15%11%14%14%

8078941851088482930257520110166610853691906001167NET: Satisfied
75%75%80%75%74%75%69%74%74%75%75%75%69%76%74%

aeeeeb

38427463144132348284815181750NET: Dissatisfied
4%4%3%3%5%4%3%3%3%3%3%3%7%2%3%

ac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Availability of a daily collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

132*31611-161416131613-316Very Dissatisfied
1%1%*%1%1%1%-%1%1%1%1%1%1%-%1%1%

259*43427-343134343428-634Fairly Dissatisfied
2%4%*%1%2%3%-%2%3%2%3%2%2%-%2%2%

ac

Neither Satisfied Nor
1022693513679-135104137112134118*19137Dissatisfied

9%11%6%10%9%9%-%9%9%9%9%9%9%1%7%9%

3706137110459269-46434345339545235511105467Fairly Satisfied
31%26%25%31%30%31%-%30%29%30%30%30%28%32%40%30%

c

522958016967939126935116805786795981891699Very Satisfied
44%40%55%48%44%45%100%44%44%44%44%45%46%50%35%45%

bca

Don't Know (DO NOT READ
15641183121099-216170213183211176637216OUT)
13%18%13%9%14%11%-%14%14%14%14%14%14%17%14%14%

c

89215611627811386592115785511339731131952291961167NET: Satisfied
75%66%81%79%74%75%100%74%73%74%74%74%74%81%75%74%

bbb

3811175038-504450475041-950NET: Dissatisfied
3%5%1%2%3%4%-%3%4%3%4%3%3%-%3%3%

ac
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Availability of a daily collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-49667*15511112216Very Dissatisfied
-%1%1%2%5%1%*%1%1%1%1%2%1%1%

a

-1115191410232827294134Fairly Dissatisfied
-%3%1%5%11%1%2%2%2%2%2%4%1%2%

ba

Neither Satisfied Nor
-22107301754101274097116516137Dissatisfied
-%6%9%7%14%5%10%9%8%9%9%5%9%9%

a

*9733613229288304371453223794045467Fairly Satisfied
2%28%29%33%23%28%29%30%29%30%30%39%24%30%

a

115656013932556476532454555734080699Very Satisfied
12%45%48%35%26%54%46%44%49%43%45%38%43%45%

aba

Don't Know (DO NOT READ
657147692512313203601561611241216OUT)

86%16%13%17%20%12%13%14%12%15%13%12%22%14%

babc

125389627161844771090390777952801261167NET: Satisfied
14%73%76%69%50%81%75%74%78%73%75%77%67%74%

abaa

-16252520173471337406450NET: Dissatisfied
-%5%2%6%16%2%3%3%3%3%3%6%2%3%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Availability of a daily collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

244616Very Dissatisfied
1%1%1%1%1%

1099734Fairly Dissatisfied
2%2%2%2%2%

Neither Satisfied Nor
38492920137Dissatisfied
10%12%7%5%9%

aab

12912612588467Fairly Satisfied
33%32%31%23%30%

aaa

181187179152699Very Satisfied
47%47%45%39%45%

aa

Don't Know (DO NOT READ
272253115216OUT)
7%5%13%30%14%

cdbcd

3103123042401167NET: Satisfied
80%79%76%62%74%

aaa

1213131250NET: Dissatisfied
3%3%3%3%3%

Columns Tested: a,b,c,d
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Availability of a daily collection (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

271*232541272*30Very Dissatisfied
2%1%1%2%3%1%3%1%1%1%7%1%*%2%

aefhklm

863545715246795998Fairly Dissatisfied
6%4%7%5%6%3%8%9%5%6%8%3%10%6%

Neither Satisfied Nor
18613711122322442112132415216Dissatisfied
14%20%9%12%14%11%12%16%20%10%12%14%16%14%

dhjkmkk

407162224247851862828265431469Fairly Satisfied
30%25%30%28%28%38%28%31%26%25%23%32%33%30%

cdel

452222830256869763343357031531Very Satisfied
33%35%38%35%29%33%37%28%30%38%32%41%32%34%

ff

Don't Know (DO NOT READ
1939111417262240202320159226OUT)
14%14%15%17%20%13%12%15%18%20%18%9%9%14%

bb

85838505450146120162617161125621000NET: Satisfied
64%60%69%63%57%71%65%59%56%63%55%73%65%64%

cefceficefil

113356892027781679128NET: Dissatisfied
8%5%7%7%9%4%11%10%6%7%15%4%10%8%

bhjl

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

42618*3016141-1*12830Very Dissatisfied
4%2%2%2%1%2%4%1%2%-%9%1%2%2%2%

aabef

381869495247441**39498Fairly Dissatisfied
3%8%6%6%6%6%5%7%6%8%6%3%7%6%6%

d

Neither Satisfied Nor
12203415092075616081*16208216Dissatisfied
12%20%12%14%15%14%12%14%13%9%5%12%16%14%14%

b

382877325194491523172022413448469Fairly Satisfied
40%27%28%30%33%30%33%28%33%25%32%39%33%30%30%

abca

262993383205111503812233412509531Very Satisfied
27%29%33%35%34%34%33%34%36%45%42%39%31%34%34%

d

Don't Know (DO NOT READ
13155314562205716961*14220226OUT)
14%15%19%13%11%15%12%15%10%13%6%6%11%15%14%

af

64571707093996030169843557249571000NET: Satisfied
67%56%61%65%67%64%66%63%68%70%74%78%64%63%64%

cca

610248841244088511*3122128NET: Dissatisfied
7%10%8%8%7%8%9%8%9%8%15%4%9%8%8%

Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

4729-11226-1*5515530Very Dissatisfied
2%4%2%3%-%1%3%2%2%-%2%*%2%2%5%1%2%

ae

21101220*-4193-231412184998Fairly Dissatisfied
10%6%10%7%*%-%11%1%7%-%9%3%7%5%6%7%6%

bdeb

Neither Satisfied Nor
2521172956311191*2930324995216Dissatisfied
12%11%15%10%16%15%8%15%14%1%8%11%14%14%16%14%14%

60552887131812254013828657085209469Fairly Satisfied
29%31%24%32%44%43%31%34%29%35%29%36%30%30%28%30%30%

aa

65613294710921483410276483100242531Very Satisfied
31%34%28%34%25%25%24%29%35%43%37%34%30%35%33%35%34%

Don't Know (DO NOT READ
35262635568141932511363339100226OUT)
17%14%22%13%15%15%21%18%14%20%16%14%17%14%13%14%14%

a

1261166118120282147883818551291531854521000NET: Satisfied
60%65%52%66%68%68%56%63%64%79%65%71%60%65%61%64%64%

b

25171329*163119-3319173254128NET: Dissatisfied
12%10%11%11%*%1%15%4%9%-%11%4%9%7%11%8%8%

bdee
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

25285291425613292029681530Very Dissatisfied
2%2%2%2%2%2%2%2%2%2%2%1%3%2%2%

748310914975275594619222255198Fairly Dissatisfied
7%7%4%6%7%6%7%8%6%7%6%5%9%6%6%

c

Neither Satisfied Nor
14916343199102170471002021261975554107216Dissatisfied
14%14%19%14%16%14%12%14%14%14%14%11%20%14%14%

bac

3343617644020937312322744026943415280232469Fairly Satisfied
31%30%33%30%32%30%33%32%30%30%30%31%29%29%30%

3503997748820041711321350030349117476278531Very Satisfied
32%33%33%34%31%33%30%30%34%34%34%35%28%35%34%

bb

Don't Know (DO NOT READ
145160192068018659972131102118232109226OUT)
14%13%8%14%12%15%16%14%14%12%15%17%12%14%14%

c

6837601539294097902364409405739253261565101000NET: Satisfied
63%64%67%64%63%63%63%62%64%64%64%66%57%64%64%

bb

981111512163100336812381122293266128NET: Dissatisfied
9%9%6%8%10%8%9%10%8%9%8%6%12%8%8%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

1793103024-3025302830232530Very Dissatisfied
1%4%2%3%2%3%-%2%2%2%2%2%2%6%2%2%

c

65267169761-98779683957512398Fairly Dissatisfied
5%11%5%5%6%7%-%6%7%6%6%6%6%3%9%6%

acc

Neither Satisfied Nor
168272069213127-213160209184207182432216Dissatisfied
14%12%14%20%14%15%-%14%14%14%14%14%14%10%12%14%

ab

3696337115459274-4673604584084563691192469Fairly Satisfied
31%27%26%33%30%31%-%30%31%30%31%30%29%30%35%30%

c

400715811351629425253755164285164591463531Very Satisfied
34%30%40%32%34%34%100%34%32%34%33%34%36%40%24%34%

baa

Don't Know (DO NOT READ
16939192821895-226176222184221179446226OUT)
14%16%13%8%14%11%-%15%15%15%14%14%14%11%17%14%

ac

769134962289755672992735974836973828251551000NET: Satisfied
65%57%66%65%64%65%100%64%63%64%64%64%64%70%59%64%

b

8335102612785-12710312611112598328128NET: Dissatisfied
7%15%7%7%8%10%-%8%9%8%8%8%8%9%11%8%

ac

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-912171011*30822262230Very Dissatisfied
-%3%1%4%8%1%*%2%2%2%2%2%1%2%

ba

-296830144839524748241298Fairly Dissatisfied
-%8%6%8%11%5%3%6%5%7%6%4%6%6%

a

Neither Satisfied Nor
-3615462181171020651165176929216Dissatisfied
-%10%13%16%15%11%9%14%10%15%14%9%15%14%

b

110234712227294244451553133634063469Fairly Satisfied
9%29%30%31%22%28%24%30%31%29%29%39%34%30%

c

*12142810327431494821893424463446531Very Satisfied
3%35%36%26%22%42%48%33%38%32%35%33%25%34%

abaaa

Don't Know (DO NOT READ
651165612613717209761501761435226OUT)

88%15%14%15%21%13%17%14%15%14%14%13%19%14%

a

12237752255572573927344655809741091000NET: Satisfied
12%64%66%57%45%70%71%63%69%61%64%72%58%64%

abaa

-378048245931253197108614128NET: Dissatisfied
-%11%7%12%19%6%3%9%6%9%9%6%7%8%

ba
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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

7311830Very Dissatisfied
2%1%3%2%2%

c

2426252398Fairly Dissatisfied
6%7%6%6%6%

Neither Satisfied Nor
69645032216Dissatisfied
18%16%13%8%14%

aba

122138103105469Fairly Satisfied
32%35%26%27%30%

ab

138132150111531Very Satisfied
36%33%37%29%34%

aa

Don't Know (DO NOT READ
273260108226OUT)
7%8%15%28%14%

cdbcd

2602712532161000NET: Satisfied
67%68%63%56%64%

aaa

31293731128NET: Dissatisfied
8%7%9%8%8%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

2-**---2--*--3Very Dissatisfied
*%-%*%1%-%-%-%1%-%-%*%-%-%*%

21----------22Fairly Dissatisfied
*%1%-%-%-%-%-%-%-%-%-%-%2%*%

jm

Neither Satisfied Nor
6*-1-2**3-*1*7Dissatisfied
*%*%-%1%-%1%*%*%2%-%*%1%*%*%

fkm

51111--2*1-**8Fairly Satisfied
*%1%1%2%1%-%-%1%*%1%-%*%*%*%

m

24211*46411-7*28Very Satisfied
2%3%1%2%*%2%3%1%1%1%-%4%*%2%

Don't Know (DO NOT READ
131159718185198179266105111110163931522OUT)

97%95%98%95%98%97%97%97%96%98%100%95%98%97%

29213146623-7*35NET: Satisfied
2%4%2%3%2%2%3%2%2%2%-%4%*%2%

41**---2--*-25NET: Dissatisfied
*%1%*%1%-%-%-%1%-%-%*%-%2%*%

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

Ofcom; Business Postal Tracker
Table 44                                                                                                                                                                                        Page 413

Account management (if applicable) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

2*-**2-3**---23Very Dissatisfied
2%*%-%*%*%*%-%*%*%3%-%-%-%*%*%

ababf

2-*--221*-*--22Fairly Dissatisfied
2%-%*%-%-%*%*%*%*%-%2%-%-%*%*%

aba

Neither Satisfied Nor
41*2*7432*11157Dissatisfied
4%1%*%*%*%*%1%*%3%2%8%8%1%*%*%

abaabab

3*2226341***168Fairly Satisfied
4%*%1%*%3%*%1%*%2%1%3%1%2%*%*%

abcaaaa

5151712710182*1*12628Very Satisfied
5%1%2%2%1%2%2%2%4%6%15%1%1%2%2%

abaababcf

Don't Know (DO NOT READ
7910027310705614674351087577593614661522OUT)
83%98%97%98%95%97%96%97%90%87%72%89%95%97%97%

ddddddefcdef

817192331322411*13235NET: Satisfied
9%1%2%2%4%2%3%2%6%8%18%3%4%2%2%

abcaaabcf

4****523***--55NET: Dissatisfied
4%*%*%*%*%*%*%*%1%3%2%-%-%*%*%

abcab

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Account management (if applicable) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

-2-2*2--1*--2*--3Very Dissatisfied
-%1%-%1%*%4%-%-%*%1%-%-%1%*%-%-%*%

aba

-2-2-*2-*2*--*--2Fairly Dissatisfied
-%1%-%1%-%*%5%-%*%18%*%-%-%*%-%-%*%

ab

Neither Satisfied Nor
22*32-1*42-12*2*7Dissatisfied
1%1%*%1%8%-%2%1%*%18%-%1%1%*%1%*%*%

abaa

11*121*-52**12*28Fairly Satisfied
*%1%*%*%6%3%*%-%*%21%2%*%*%1%*%*%*%

abab

3114**11252112143528Very Satisfied
2%1%1%2%1%1%2%1%2%18%4%2%1%6%1%1%2%

aabd

Don't Know (DO NOT READ
205171116261253735731352227762062183006941522OUT)
97%96%99%96%85%91%91%98%97%23%94%97%96%93%98%99%97%

cecdecfcdf

42152211304223153735NET: Satisfied
2%1%1%2%7%4%3%1%2%39%6%2%1%7%1%1%2%

abdabd

-4-4*22-12*-21--5NET: Dissatisfied
-%2%-%1%*%5%5%-%*%20%*%-%1%*%-%-%*%

bababa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Account management (if applicable) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

22*323133*321-3Very Dissatisfied
*%*%*%*%*%*%*%*%*%*%*%*%*%-%*%

211212*22222**2Fairly Dissatisfied
*%*%*%*%*%*%*%*%*%*%*%*%*%*%*%

Neither Satisfied Nor
473757377774127Dissatisfied
*%1%1%*%1%1%1%1%*%1%*%1%*%*%*%

663766368585128Fairly Satisfied
1%*%1%*%1%*%1%1%1%1%1%1%*%*%*%

20221269238152818281041328Very Satisfied
2%2%*%2%1%2%2%2%2%2%2%2%2%2%2%

Don't Know (DO NOT READ
1041115622314096311204360672143185614074692687751522OUT)

97%97%97%97%97%97%96%95%97%96%97%95%98%98%97%

c

2628433152911213524351551535NET: Satisfied
2%2%2%2%2%2%3%3%2%3%2%3%2%2%2%

4215251553541*5NET: Dissatisfied
*%*%*%*%*%*%*%1%*%*%*%1%*%*%*%

a
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Account management (if applicable) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

2*-*32-333333--3Very Dissatisfied
*%*%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

1-2111-222222-*2Fairly Dissatisfied
*%-%1%*%*%*%-%*%*%*%*%*%*%-%*%*%

c

Neither Satisfied Nor
4*2475-767676-17Dissatisfied
*%*%2%1%*%1%-%*%*%*%*%*%*%-%1%*%

c

5*2384-878785138Fairly Satisfied
*%*%1%1%*%*%-%*%1%*%1%1%*%2%1%*%

242232811-262428202821*728Very Satisfied
2%1%1%1%2%1%-%2%2%2%1%2%2%1%3%2%

Don't Know (DO NOT READ
115123213733914888522151311321485127814781250352501522OUT)

97%99%94%97%97%97%100%97%96%97%97%97%97%98%96%97%

a

292463515-3331352735261935NET: Satisfied
2%1%3%2%2%2%-%2%3%2%2%2%2%2%4%2%

3*2133-555555-*5NET: Dissatisfied
*%*%1%*%*%*%-%*%*%*%*%*%*%-%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Account management (if applicable) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-*-32*-32112-3Very Dissatisfied
-%*%-%1%2%*%-%*%*%*%*%2%-%*%

bac

-22*-2-221**22Fairly Dissatisfied
-%1%*%*%-%*%-%*%*%*%*%*%1%*%

c

Neither Satisfied Nor
*343*2-7351427Dissatisfied
4%1%*%1%*%*%-%*%1%*%*%4%1%*%

cc

-171-7*8537**8Fairly Satisfied
-%*%1%*%-%1%*%1%1%*%1%*%*%*%

-5244-19-28111723-228Very Satisfied
-%1%2%1%-%2%-%2%2%2%2%-%1%2%

Don't Know (DO NOT READ
633711383841201007102142048110421237971801522OUT)

96%97%97%97%98%97%100%97%96%98%97%94%97%97%

bb

-6305-26*35152030*335NET: Satisfied
-%2%3%1%-%3%*%2%3%2%2%*%2%2%

-22322-5411225NET: Dissatisfied
-%1%*%1%2%*%-%*%1%*%*%2%1%*%

aacc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Account management (if applicable) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

2--13Very Dissatisfied
*%-%-%*%*%

*--22Fairly Dissatisfied
*%-%-%*%*%

Neither Satisfied Nor
11*67Dissatisfied
*%*%*%1%*%

bc

21328Fairly Satisfied
*%*%1%*%*%

4931128Very Satisfied
1%2%1%3%2%

b

Don't Know (DO NOT READ
3783853933661522OUT)
98%97%98%95%97%

aa

61061335NET: Satisfied
2%3%1%3%2%

2--25NET: Dissatisfied
1%-%-%1%*%

Columns Tested: a,b,c,d
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Account management (if applicable) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

24-113-246144-26Very Dissatisfied
2%-%1%1%3%-%1%1%6%1%3%2%-%2%

ladfghjklmhll

372313859-3*2642Fairly Dissatisfied
3%2%4%2%3%4%3%3%-%2%*%1%6%3%

eece

Neither Satisfied Nor
19511797273544111222279222Dissatisfied
14%17%10%11%8%13%19%16%10%11%20%16%9%14%

kijkijk

5182020354391611104441425135594Fairly Satisfied
38%33%28%42%49%45%33%40%40%36%38%30%37%38%

kbkbgklmbklkk

5653041373176821074854378744673Very Satisfied
42%48%57%44%36%37%44%39%44%47%34%51%46%43%

ccefghijmchi

Don't Know (DO NOT READ
12**--2---35-212OUT)
1%*%*%-%-%1%-%-%-%2%5%-%2%1%

fjbefgijkj
lm

108350617374167143217929579138791267NET: Satisfied
80%80%85%86%85%82%77%79%84%83%72%80%83%81%

ccgmc

61243687136447668NET: Dissatisfied
4%2%5%3%6%4%4%5%6%4%4%4%6%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Trustworthiness of the provider (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

44414*26718**--*2526Very Dissatisfied
4%4%1%1%*%2%2%2%1%2%-%-%1%2%2%

aa

41334*4213292***14142Fairly Dissatisfied
5%1%1%3%1%3%3%3%3%3%6%2%2%3%3%

b

Neither Satisfied Nor
262236139921263159101126212222Dissatisfied
27%21%13%13%16%14%14%14%16%14%13%20%15%14%14%

abab

363693429215731614332723318567594Fairly Satisfied
37%35%33%39%36%38%35%39%43%27%46%35%48%38%38%

eae

2538145465276462094652342413650673Very Satisfied
27%37%52%43%47%43%46%42%37%52%35%43%33%43%43%

acddbfbf

Don't Know (DO NOT READ
*1-11*12210**--*1212OUT)
*%1%-%1%*%1%*%1%1%1%-%-%1%1%1%

6174238894481219369898506673112171267NET: Satisfied
64%73%85%82%83%81%81%81%80%79%80%77%81%81%81%

cdcd

8574816821482***16668NET: Dissatisfied
9%5%2%4%1%4%5%4%3%5%6%2%3%4%4%

ab

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Trustworthiness of the provider (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

8-71**1421*213171226Very Dissatisfied
4%-%6%*%*%*%3%5%2%1%7%2%1%1%2%2%2%

aaaabcd

8549221*37-1165112042Fairly Dissatisfied
4%3%3%3%7%5%2%*%3%-%3%1%3%2%4%3%3%

bb

Neither Satisfied Nor
3929234551584190-516342046101222Dissatisfied
18%16%20%17%16%37%20%6%14%-%16%21%16%8%15%14%14%

abebbcccc

7369361061313134151479268797115252594Fairly Satisfied
34%39%31%39%45%31%35%55%37%76%31%34%41%42%38%36%38%

acd

80764511191115256132123483108125309673Very Satisfied
38%42%39%41%31%27%39%34%44%23%44%43%39%46%41%44%43%

bd

Don't Know (DO NOT READ
4-22--*-12-*-*32712OUT)
2%-%2%1%-%-%*%-%1%-%*%-%*%1%1%1%1%

153145812172324286611271021601702052405621267NET: Satisfied
72%81%69%79%77%58%74%89%81%99%74%77%80%88%79%80%81%

bbcddabdef

1651110222458*3296173168NET: Dissatisfied
7%3%9%4%8%5%6%5%4%1%9%2%4%3%6%4%4%

aace

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Trustworthiness of the provider (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

14162211116710221422391426Very Dissatisfied
1%1%1%1%2%1%2%1%1%2%2%1%3%2%2%

c

2837639203352239193911111742Fairly Dissatisfied
3%3%3%3%3%3%1%3%3%2%3%2%4%2%3%

e

Neither Satisfied Nor
1601663119910517152105203126200675995222Dissatisfied
15%14%13%14%16%14%14%15%14%14%14%14%22%12%14%

ac

4254548655424948814427356334055418486317594Fairly Satisfied
40%38%37%38%38%39%38%39%38%38%38%37%32%40%38%

b

442508104629263526166290639384629219108345673Very Satisfied
41%43%45%43%40%42%44%41%43%43%43%45%40%43%43%

Don't Know (DO NOT READ
71211261124127106-612OUT)
1%1%1%1%1%1%1%1%1%1%1%1%-%1%1%

86896219011835121014309563120272411834041956611267NET: Satisfied
81%81%82%81%78%81%83%80%81%81%81%82%71%83%81%

bb

42538603150123261336114203068NET: Dissatisfied
4%4%4%4%5%4%3%5%4%4%4%3%7%4%4%

ac

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

Ofcom; Business Postal Tracker
Table 45  (continuation)                                                                                                                                                                        Page 423

Trustworthiness of the provider (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

187142616-262126252621*426Very Dissatisfied
2%3%1%1%2%2%-%2%2%2%2%2%2%1%2%2%

2714294223-423642354230-1342Fairly Dissatisfied
2%6%1%3%3%3%-%3%3%3%3%3%2%-%5%3%

acc

Neither Satisfied Nor
158412247217128-218170215192212174446222Dissatisfied
13%18%15%13%14%15%-%14%15%14%15%14%14%11%18%14%

4529448128582353-58844358349758046518117594Fairly Satisfied
38%40%33%36%38%40%-%38%38%38%38%38%36%50%45%38%

c

524796915965434826714926555566535841481673Very Satisfied
44%34%48%45%43%40%100%43%42%43%42%43%45%38%31%43%

bba

Don't Know (DO NOT READ
9*33127-121012121212--12OUT)
1%*%2%1%1%1%-%1%1%1%1%1%1%-%-%1%

b

9761731162871236701212609351237105212331050321981267NET: Satisfied
82%74%80%82%81%80%100%81%80%81%80%81%82%88%76%81%

ba

45203136839-685768596851*1768NET: Dissatisfied
4%9%2%4%4%5%-%4%5%4%5%4%4%1%7%4%

ac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Trustworthiness of the provider (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-8521172224521181726Very Dissatisfied
-%2%*%5%14%*%2%2%1%2%1%1%4%2%

bac

-1113301755381131327442Fairly Dissatisfied
-%3%1%7%14%1%5%3%2%3%3%6%2%3%

bac

Neither Satisfied Nor
457110112316610211621601671836222Dissatisfied

61%16%9%28%25%6%10%14%12%15%13%17%20%14%

bac

112644714735370335611934014784670594Fairly Satisfied
9%36%38%37%28%36%32%38%38%38%38%44%37%38%

21435908321587526212274465633268673Very Satisfied
30%41%50%21%17%57%51%42%45%42%44%31%37%43%

abb

Don't Know (DO NOT READ
-410238-125711*112OUT)
-%1%1%*%3%1%-%1%1%1%1%*%1%1%

32691037230559578511834208481041771381267NET: Satisfied
39%77%88%58%45%92%83%81%84%79%82%75%74%81%

aba

-19185134776116525081068NET: Dissatisfied
-%5%2%13%27%1%7%4%3%5%4%8%6%4%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Trustworthiness of the provider (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

937726Very Dissatisfied
2%1%2%2%2%

135121242Fairly Dissatisfied
3%1%3%3%3%

Neither Satisfied Nor
52625949222Dissatisfied
14%16%15%13%14%

123152150169594Fairly Satisfied
32%38%38%44%38%

d

186168172147673Very Satisfied
48%42%43%38%43%

a

Don't Know (DO NOT READ
36-312OUT)
1%1%-%1%1%

b

3093203223161267NET: Satisfied
80%81%81%82%81%

228192068NET: Dissatisfied
6%2%5%5%4%

ccc
Columns Tested: a,b,c,d
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Trustworthiness of the provider (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

4112246567151647Very Dissatisfied
3%2%3%3%5%3%3%2%6%1%5%*%6%3%

bdbb

8523461761577691393Fairly Dissatisfied
6%3%4%5%6%8%3%5%6%6%5%5%14%6%

fgjklm

Neither Satisfied Nor
22114121311334048132516277261Dissatisfied
16%23%17%16%13%16%22%18%12%22%15%16%8%17%

aeaeae

472192532376566884432495733549Fairly Satisfied
35%31%35%38%43%32%36%32%41%28%45%33%34%35%

dddfl

465252831287064953744267131549Very Satisfied
34%40%39%37%32%34%35%35%34%38%24%41%32%35%

ccccc

Don't Know (DO NOT READ
661221134221577671OUT)
5%1%3%2%1%6%2%8%1%5%7%4%6%5%

llegijklll

93745536365135130183817575128641098NET: Satisfied
69%71%74%75%75%66%70%67%74%66%69%75%67%70%

12635610241121148111018140NET: Dissatisfied
9%5%7%7%11%12%6%8%12%7%10%6%19%9%

llbdfgjkl

m
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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

8533024518292**-14547Very Dissatisfied
8%5%1%3%3%3%4%3%3%2%6%-%4%3%3%

abb

1011165639030634*1128993Fairly Dissatisfied
11%11%6%5%5%6%7%6%6%2%8%8%6%6%6%

aba

Neither Satisfied Nor
251853164625584177121127249261Dissatisfied
26%18%19%15%10%17%18%16%19%14%18%24%19%17%17%

a

283298391255241404092113314528549Fairly Satisfied
30%31%35%36%43%35%31%37%34%15%41%35%36%35%35%

beeeee

2232107389205301703802152312528549Very Satisfied
23%31%38%36%34%35%37%34%34%59%25%30%31%35%35%

ddabcdf

Don't Know (DO NOT READ
24461368135831**26871OUT)
2%4%1%6%5%4%3%5%5%9%3%3%4%5%5%

bb

5064205780451053310789426562510561098NET: Satisfied
53%62%73%71%77%70%68%71%67%74%66%65%67%70%70%

cdcd

18161987413648926*114134140NET: Dissatisfied
19%16%7%8%7%9%11%8%9%4%14%8%10%9%9%

abab

Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

13297222436-134682547Very Dissatisfied
6%1%7%3%8%5%6%5%3%-%2%4%2%2%3%4%3%

aa

1014419581376*38818272993Fairly Dissatisfied
5%8%4%7%16%19%4%4%5%3%11%11%4%7%9%4%6%

abcabcadadad

Neither Satisfied Nor
37472361139911219-101756344796261Dissatisfied
17%26%20%22%43%21%23%15%16%-%36%22%26%15%15%14%17%

babcdabceaabc

786340101614143148438346579119241549Fairly Satisfied
37%35%34%37%20%34%37%42%35%35%27%44%31%34%39%34%35%

edfdf

714841784811215054713709296268549Very Satisfied
34%27%35%29%13%20%30%29%36%41%24%16%33%39%32%38%35%

edeeefebef

Don't Know (DO NOT READ
24*6*-*4662*210684271OUT)
1%2%*%2%*%-%1%5%5%20%1%3%5%3%3%6%5%

bc

1491128118010222652988714471351712155091098NET: Satisfied
71%62%69%66%33%54%66%71%71%77%51%60%63%73%71%73%70%

eeededefefdef

2316132671047112*41212233554140NET: Dissatisfied
11%9%11%10%24%24%10%9%8%3%13%15%6%10%11%8%9%

ababdadd
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

26375412537102243204316121647Very Dissatisfied
2%3%2%3%4%3%3%3%3%2%3%3%4%2%3%

a

737012884072324786588627264093Fairly Dissatisfied
7%6%5%6%6%6%9%7%6%7%6%5%10%5%6%

acfac

Neither Satisfied Nor
203207512471222078013125416525210050110261Dissatisfied
19%17%22%17%19%17%21%19%17%18%17%20%18%14%17%

bacfa

39642078515257451121258517321507164102278549Fairly Satisfied
37%35%34%35%39%36%32%37%35%36%35%33%37%35%35%

3404137750719343112121952228751316873307549Very Satisfied
32%35%33%35%30%35%32%31%35%32%35%34%27%39%35%

adbb

Don't Know (DO NOT READ
37477561647102757385417114171OUT)
3%4%3%4%2%4%3%4%4%4%4%3%4%5%5%

7368331551022450882242477103960910203321755851098NET: Satisfied
68%70%67%70%69%71%65%68%70%68%70%68%64%74%70%

eeebc

991071712965109436912878128433956140NET: Dissatisfied
9%9%7%9%10%9%11%10%9%9%9%9%14%7%9%

ac

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

3286114732-47374742473511147Very Dissatisfied
3%3%4%3%3%4%-%3%3%3%3%3%3%4%4%3%

65208209358-917193809364-3093Fairly Dissatisfied
5%8%6%6%6%7%-%6%6%6%6%6%5%-%11%6%

bc

Neither Satisfied Nor
193452166255163-2592042522292501971156261Dissatisfied
16%19%15%19%17%19%-%17%17%16%17%16%15%31%21%17%

cc

4257053122541315-54641454247453744310101549Fairly Satisfied
36%30%37%35%35%36%-%35%35%35%36%35%34%29%39%35%

412865211752928225464035304425304881156549Very Satisfied
35%36%36%33%34%32%100%35%34%35%34%35%38%31%21%35%

a

Don't Know (DO NOT READ
6164146924-6944684968602871OUT)
5%3%2%4%5%3%-%4%4%4%4%4%5%5%3%5%

a

83715610523910705972109281710729161067930221561098NET: Satisfied
70%66%73%68%70%68%100%70%70%70%70%70%72%60%60%70%

a

9728153114090-13810814012114099140140NET: Dissatisfied
8%12%10%9%9%10%-%9%9%9%9%9%8%4%15%9%

c
Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

*1411362465411136318747Very Dissatisfied
2%4%1%9%19%1%5%3%2%3%2%8%4%3%

bac

22137571727687256862121893Fairly Dissatisfied
32%6%3%14%14%3%6%6%5%6%5%11%10%6%

bacc

Neither Satisfied Nor
3691441172612719241791822032330261Dissatisfied

39%20%12%30%21%12%19%16%16%17%16%23%16%17%

ba

-12741913040366255241663834472873549Fairly Satisfied
-%36%36%33%32%35%24%36%33%36%35%27%39%35%

bb

21135104010464415081853644593255549Very Satisfied
27%32%43%10%8%45%40%35%37%34%36%31%30%35%

ab

Don't Know (DO NOT READ
-45515647566373467*371OUT)
-%1%5%4%5%5%5%4%7%3%5%*%2%5%

aab

223992917050830661032351747906601281098NET: Satisfied
27%69%79%43%41%80%65%70%70%70%71%58%69%70%

abb

235479340331212936104932025140NET: Dissatisfied
34%10%4%23%33%3%11%9%7%10%7%19%13%9%

bacc
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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

1210141147Very Dissatisfied
3%3%4%3%3%

1727282193Fairly Dissatisfied
4%7%7%6%6%

Neither Satisfied Nor
51558074261Dissatisfied
13%14%20%19%17%

cdd

150138115146549Fairly Satisfied
39%35%29%38%35%

bb

142134154120549Very Satisfied
37%34%39%31%35%

a

Don't Know (DO NOT READ
163191671OUT)
4%8%2%4%5%

abd

2912722692661098NET: Satisfied
75%69%67%69%70%

abc

28374232140NET: Dissatisfied
7%9%10%8%9%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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Amount / level of lost mail (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All respondents who use Royal Mail
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
46492105103356252865552394835764Unweighted total
65737454337112821165853638453783Weighted total

8-**---4-3-*29Very Dissatisfied
1%-%1%1%-%-%-%3%-%5%-%*%4%1%

l

9*11--2-1-22211Fairly Dissatisfied
1%1%2%2%-%-%2%-%2%-%3%3%3%1%

Neither Satisfied Nor
1353425221429131420116144Dissatisfied
20%8%10%6%14%19%18%25%23%27%31%13%11%18%

jkljljjkljkljklabjkl

231141513244228442014232014273Fairly Satisfied
35%37%34%30%66%38%34%38%35%27%37%24%27%35%

abcdefghj

klm

27219242674638392322185029340Very Satisfied
41%51%53%60%19%41%46%34%40%41%29%59%55%43%

icficfimcdefhimiiiicfimcfi

Don't Know (DO NOT READ
21**-2-------4OUT)
*%3%*%1%-%2%-%-%-%-%-%-%-%*%

m

503333939318866834336427043614NET: Satisfied
77%88%87%90%86%79%80%72%75%68%66%84%82%78%

cdefmcdfmcdefhm

17*11--241322421NET: Dissatisfied
3%1%3%3%-%-%2%3%2%5%3%3%7%3%

h
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Daily delivery (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
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Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
69451315196569927548914426162280620764Unweighted total
4837124573337502415422443414758783Weighted total

2242-927*---*99Very Dissatisfied
4%4%3%*%-%1%1%1%2%-%-%-%3%1%1%

aaa

2-27*1157*---*1111Fairly Dissatisfied
4%-%2%1%1%1%2%1%1%-%-%-%1%1%1%

Neither Satisfied Nor
146191054141401043*111141144Dissatisfied
29%16%16%18%11%19%17%19%12%12%34%14%8%19%18%

abb

1819362001126366208101117263273Fairly Satisfied
38%51%30%35%33%35%27%38%43%29%31%37%51%35%35%

abba

12106025818322127213102125330340Very Satisfied
26%27%49%45%55%43%53%39%42%59%35%50%36%44%43%

cdcda

Don't Know (DO NOT READ
**12-4*3*---*44OUT)
*%1%1%*%-%*%*%1%*%-%-%-%1%*%*%

302997457295851934212142312593614NET: Satisfied
63%78%78%80%87%78%80%78%85%88%66%86%87%78%78%

dd

4269*207141---12021NET: Dissatisfied
8%4%5%2%1%3%3%3%3%-%-%-%5%3%3%

aa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Daily delivery (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*g*fedcbaSignificance Level: 95%
936753107172223316712275110397115369764Unweighted total

10264601059191628711*83596105117422783Weighted total

14-4-2--8-*-324*9Very Dissatisfied
1%6%-%4%-%9%-%-%1%-%4%-%3%2%3%*%1%

aaa

4-4*---210--*213411Fairly Dissatisfied
4%-%6%*%-%-%-%6%1%-%-%*%2%1%3%1%1%

aa

Neither Satisfied Nor
1591212*456130*2420152776144Dissatisfied
14%14%19%12%3%21%29%20%18%50%29%12%21%14%23%18%18%

422217465884248-316343741143273Fairly Satisfied
41%35%29%44%57%44%52%15%35%-%37%46%36%35%35%34%35%

b

4029274245317313*214365042196340Very Satisfied
39%46%45%40%40%26%18%59%44%50%28%41%37%48%36%46%43%

b

Don't Know (DO NOT READ
*-*---*-4-****-24OUT)
*%-%1%-%-%-%1%-%1%-%1%1%*%*%-%1%*%

825144888131121560*530708783339614NET: Satisfied
80%80%74%84%97%70%70%74%79%50%66%86%73%83%71%80%78%

bbb

5445-2-217-**537521NET: Dissatisfied
5%6%6%5%-%9%-%6%2%-%4%*%6%3%6%1%3%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Daily delivery (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
488561127697312581166330707418694255131374764Unweighted total
487573107709311596127331724407705249134396783Weighted total

992999*69893339Very Dissatisfied
2%2%2%1%3%2%*%2%1%2%1%1%2%1%1%

8729553597916511Fairly Dissatisfied
2%1%2%1%1%1%2%2%1%2%1%*%4%1%1%

ac

Neither Satisfied Nor
851131713062107166013079128512071144Dissatisfied
17%20%16%18%20%18%13%18%18%20%18%20%15%18%18%

17720237252108216531262591532469054128273Fairly Satisfied
36%35%35%36%35%36%41%38%36%38%35%36%40%32%35%

208237473041262575513331315830910351186340Very Satisfied
43%41%44%43%41%43%43%40%43%39%44%41%38%47%43%

Don't Know (DO NOT READ
141412*24241-34OUT)
*%1%1%1%*%*%*%*%1%*%1%*%-%1%*%

38444084557234473107259572311555193105314614NET: Satisfied
79%77%79%79%75%79%84%78%79%77%79%78%78%79%78%

b

1716419131531119151949821NET: Dissatisfied
4%3%4%3%4%2%3%3%3%4%3%1%7%2%3%

ac

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

Ofcom; Business Postal Tracker
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Daily delivery (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
57311476174751418-75957875464475164614109764Unweighted total
59412067168771424-77758776965076666414110783Weighted total

621699-999998-19Very Dissatisfied
1%1%2%3%1%2%-%1%2%1%1%1%1%-%1%1%

b

101-2119-11111110116-511Fairly Dissatisfied
2%1%-%1%1%2%-%1%2%1%1%1%1%-%4%1%

c

Neither Satisfied Nor
11024102914475-139104139120137120223144Dissatisfied
19%20%15%17%19%18%-%18%18%18%18%18%18%13%20%18%

201561659271145-273205272233270222548273Fairly Satisfied
34%47%24%35%35%34%-%35%35%35%36%35%34%37%44%35%

acc

262374071331186-340255334276334303733340Very Satisfied
44%31%59%42%43%44%-%44%43%43%43%44%46%50%30%43%

bbca

Don't Know (DO NOT READ
4-*141-434243-*4OUT)
1%-%*%1%*%*%-%*%1%*%*%*%*%-%*%*%

4639356130602331-6134606065106045251281614NET: Satisfied
78%78%83%78%78%78%-%79%78%79%78%79%79%87%74%78%

173182118-212021192115-621NET: Dissatisfied
3%2%2%5%3%4%-%3%3%3%3%3%2%-%5%3%

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

Ofcom; Business Postal Tracker
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Daily delivery (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
214659017449531637012834816343881764Unweighted total
115160218156536617222984856404688783Weighted total

-2554--9272439Very Dissatisfied
-%1%1%3%8%-%-%1%1%1%*%8%4%1%

bacc

-4578-29479*211Fairly Dissatisfied
-%3%1%4%14%-%4%1%1%1%1%*%2%1%

ba

Neither Satisfied Nor
-2390552134813650941131118144Dissatisfied
-%15%15%30%38%6%13%19%17%19%18%24%21%18%

ba

1562027115182212531071662321130273Fairly Satisfied
100%37%34%39%27%34%34%35%36%34%36%25%34%35%

-66300405319283121312092792035340Very Satisfied
-%44%50%22%8%60%46%43%44%43%44%43%40%43%

ab

Don't Know (DO NOT READ
-**33*22314*-4OUT)
-%*%*%2%6%*%3%*%1%*%1%*%-%*%

baa

112250211120501495652383765113164614NET: Satisfied
100%81%83%62%35%94%80%78%80%77%80%67%73%78%

ab

-691212-218714124521NET: Dissatisfied
-%4%2%6%22%-%4%3%2%3%2%8%6%3%

bacc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Daily delivery (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
375389764Unweighted total
387396783Weighted total

739Very Dissatisfied
2%1%1%

8311Fairly Dissatisfied
2%1%1%

Neither Satisfied Nor
5787144Dissatisfied
15%22%18%

b

131143273Fairly Satisfied
34%36%35%

181159340Very Satisfied
47%40%43%

Don't Know (DO NOT READ
314OUT)
1%*%*%

312302614NET: Satisfied
81%76%78%

15621NET: Dissatisfied
4%1%3%

a
Columns Tested: a,b

Ofcom; Business Postal Tracker
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Daily delivery (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
46492105103356252865552394835764Unweighted total
65737454337112821165853638453783Weighted total

106565323924996914123Very Dissatisfied
16%15%14%11%8%21%11%21%16%16%9%11%27%16%

cij

14786814291322101716179168Fairly Dissatisfied
22%21%12%19%39%26%16%19%17%31%26%21%18%22%

kaefgjklmkk

Neither Satisfied Nor
237131720123834372417312420287Dissatisfied
36%35%37%47%32%34%42%32%42%33%48%29%38%37%

bfm

1127956111724967257134Fairly Satisfied
17%20%21%12%18%10%20%20%15%12%11%29%14%17%

cdhjm

4636519776328260Very Satisfied
7%8%13%11%4%8%9%6%11%5%3%10%3%8%

m

Don't Know (DO NOT READ
9*11-222-12-*11OUT)
1%1%2%1%-%2%2%2%-%2%3%-%*%1%

15810151082024311599339194NET: Satisfied
24%28%34%23%22%18%29%27%26%17%14%39%17%25%

cdhmacdhjm

253131213175222461925222624291NET: Dissatisfied
38%36%27%29%47%46%27%40%32%48%35%32%45%37%

kkgjkgjkk
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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
69451315196569927548914426162280620764Unweighted total
4837124573337502415422443414758783Weighted total

1272084*12241824*112119123Very Dissatisfied
25%19%16%15%1%16%17%15%16%11%23%12%18%16%16%

ab

1572811991604412551*12163168Fairly Dissatisfied
30%18%23%21%26%21%18%23%21%22%17%36%18%22%22%

Neither Satisfied Nor
1318512061427386201101116278287Dissatisfied
26%47%41%36%43%36%36%37%39%34%33%35%43%37%37%

dd

7*2010591255282411*2130134Fairly Satisfied
15%1%17%18%26%17%21%15%17%18%20%8%18%17%17%

ccca

25448*6016441****5960Very Satisfied
4%14%4%8%1%8%7%8%5%12%8%8%2%8%8%

bd

Don't Know (DO NOT READ
*--1111029**--*1111OUT)
*%-%-%2%2%1%1%2%1%4%-%-%1%1%1%

962515491846812551113188194NET: Satisfied
19%16%20%27%28%25%28%23%22%30%28%16%20%25%25%

26144820392828420791125282291NET: Dissatisfied
55%37%39%35%27%38%35%38%38%33%39%48%36%37%37%

ab

Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*g*fedcbaSignificance Level: 95%
936753107172223316712275110397115369764Unweighted total

10264601059191628711*83596105117422783Weighted total

12128161713111*1519181763123Very Dissatisfied
12%19%13%15%10%37%7%9%16%50%17%13%20%17%14%15%16%

241115202635152-1718262789168Fairly Dissatisfied
23%18%26%19%20%31%22%18%21%-%17%21%19%24%23%21%22%

Neither Satisfied Nor
3824214153715257-315403350146287Dissatisfied
37%38%35%39%62%17%45%53%36%-%40%42%42%31%43%35%37%

17101216*242125-1412231975134Fairly Satisfied
17%16%20%15%4%12%24%6%18%-%18%12%13%22%16%18%17%

96411*1-455-147643860Very Satisfied
9%9%7%11%4%3%-%14%8%-%8%11%7%6%4%9%8%

Don't Know (DO NOT READ
2--2--*-11*----*1011OUT)
2%-%-%2%-%-%1%-%2%50%-%-%-%-%*%2%1%

261616271346181-28192923113194NET: Satisfied
26%26%26%25%8%15%24%20%25%-%26%23%20%27%20%27%25%

3623243631358263*312374443152291NET: Dissatisfied
35%37%39%34%31%68%30%27%37%50%35%34%38%42%37%36%37%

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

Ofcom; Business Postal Tracker
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
488561127697312581166330707418694255131374764Unweighted total
487573107709311596127331724407705249134396783Weighted total

7988101154190304411558109442354123Very Dissatisfied
16%15%9%16%13%15%23%13%16%14%15%18%17%14%16%

cabcdf

1271123015079133228115595150572882168Fairly Dissatisfied
26%20%28%21%25%22%17%25%21%23%21%23%21%21%22%

a

Neither Satisfied Nor
17622934270123227461362741632689754136287Dissatisfied
36%40%31%38%39%38%36%41%38%40%38%39%40%34%37%

7799211184899234612468124332674134Fairly Satisfied
16%17%19%17%15%17%18%14%17%17%18%13%19%19%17%

2640125220426235223501743960Very Satisfied
5%7%12%7%6%7%5%7%7%6%7%7%3%10%8%

b

Don't Know (DO NOT READ
14*5*51*5151*1011OUT)
*%1%*%1%*%1%*%*%1%*%1%*%*%3%1%

c

10414033169681412969175911745029113194NET: Satisfied
21%24%31%24%22%24%23%21%24%22%25%20%22%29%25%

ac

207200402651202235112527015325910151136291NET: Dissatisfied
42%35%37%37%39%37%40%38%37%38%37%41%38%34%37%

a
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail

Produced by OLR
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
57311476174751418-75957875464475164614109764Unweighted total
59412067168771424-77758776965076666414110783Weighted total

863062212261-119961229612293-29123Very Dissatisfied
14%25%9%13%16%14%-%15%16%16%15%16%14%-%27%16%

acc

12031173616792-166121165140162126640168Fairly Dissatisfied
20%26%25%22%22%22%-%21%21%21%22%21%19%43%36%22%

c

Neither Satisfied Nor
210423459284157-287224283250283257528287Dissatisfied
35%35%50%35%37%37%-%37%38%37%39%37%39%34%25%37%

bca

1171242913375-13495132115132121310134Fairly Satisfied
20%10%5%17%17%18%-%17%16%17%18%17%18%23%9%17%

aba

5037195635-604456425656-460Very Satisfied
8%3%11%12%7%8%-%8%8%7%6%7%8%-%4%8%

bb

Don't Know (DO NOT READ
10*-294-1171181111**11OUT)
2%*%-%1%1%1%-%1%1%1%1%1%2%1%*%1%

167161149189110-194139188156188177314194NET: Satisfied
28%13%16%29%25%26%-%25%24%24%24%25%27%23%12%25%

aba

206622358288153-285217287235284219669291NET: Dissatisfied
35%52%34%35%37%36%-%37%37%37%36%37%33%43%63%37%

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

Ofcom; Business Postal Tracker
Table 48  (continuation)                                                                                                                                                                        Page 445

Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All respondents who use Royal Mail
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
214659017449531637012834816343881764Unweighted total
115160218156536617222984856404688783Weighted total

-208042294212110428010896123Very Dissatisfied
-%13%13%23%52%8%20%15%14%17%17%19%7%16%

baaa

-341125612957161501181321026168Fairly Dissatisfied
-%23%19%31%21%18%11%22%17%24%21%23%29%22%

bbb

Neither Satisfied Nor
1572266112211192691001872341433287Dissatisfied

100%38%38%34%21%39%30%37%33%39%37%31%38%37%

b

-24116183121121226073110516134Fairly Satisfied
-%16%19%10%5%23%19%17%20%15%17%11%18%17%

ab

-15564*5711493921478560Very Satisfied
-%10%9%2%1%11%18%7%13%4%7%17%6%8%

abaac

Don't Know (DO NOT READ
-211--11*10658*211OUT)
-%1%2%-%-%2%1%1%2%1%1%*%2%1%

-3917222317823171100941571321194NET: Satisfied
-%26%29%12%6%33%37%24%34%19%25%28%24%25%

abaa

-54192994013619272921992401931291NET: Dissatisfied
-%36%32%55%73%25%32%38%31%41%38%41%36%37%

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

Ofcom; Business Postal Tracker
Table 48  (continuation)                                                                                                                                                                        Page 446
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Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
375389764Unweighted total
387396783Weighted total

5666123Very Dissatisfied
15%17%16%

7890168Fairly Dissatisfied
20%23%22%

Neither Satisfied Nor
142145287Dissatisfied
37%37%37%

7460134Fairly Satisfied
19%15%17%

342660Very Satisfied
9%7%8%

Don't Know (DO NOT READ
3811OUT)
1%2%1%

10786194NET: Satisfied
28%22%25%

134156291NET: Dissatisfied
35%40%37%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
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Areas
PriceDailyAmountTrustworthinessAccountLatestAvailabilityCollectionTime ofDeliveryDelivery

ofdelivery/of the providermanagementcollectionof a dailyreliabilitycollectionconsistency /time
postagelevel(iftimecollectionreliability(when you

ofapplicable)(e.g. arrivesreceive
lostas promisedyour mail
mailconsistently)delivery)

kjihgfedcbaSignificance Level: 95%
764764156615661566156615661566156615661566Unweighted total
783783157015701570157015701570157015701570Weighted total

123947263301653161126Very Dissatisfied
16%1%3%2%*%2%1%*%2%4%8%

dgabcdefgdgdefghjdegdgdegcdefghjbcdefghij

hij

168119342298341467138230Fairly Dissatisfied
22%1%6%3%*%6%2%1%4%9%15%

gabcdefgdgcdeghjcdeghjdggdeghjcdefghijbcdefghij

hij

Neither Satisfied Nor
2871442612227216137129175340377Dissatisfied
37%18%17%14%*%14%9%8%11%22%24%

cdefghabcdefgcdefgcdegcdegggdegcdefghicdefghij

hij

1342735495948469467493468582455Fairly Satisfied
17%35%35%38%*%30%30%31%30%37%29%

gacefgkacdefgkacdefggkgkgkgkacdefgkgk

k

6034054967328531699614554427369Very Satisfied
8%43%35%43%2%34%45%39%35%27%24%

gabgkabcdfgikabcdfgikabgkabcdfgikabcfgikabgkagkgk

Don't Know (DO NOT READ
114711215222262163142752011OUT)
1%*%5%1%97%14%14%20%18%1%1%

abhjkabcdefhijkabhijkabhijkabefhijkabefhijk

194614109812673510001167110710221010825NET: Satisfied
25%78%70%81%2%64%74%71%65%64%53%

gabcdefgiabcdefgikabcfgkagkabcdfgikabcfgkagkagkgk

k

29121140685128501998200357NET: Dissatisfied
37%3%9%4%*%8%3%1%6%13%23%

dgabcdefgdgjcdeghjcdeghjdggdeghjcdefghijbcdefghij

hij

Columns Tested: a,b,c,d,e,f,g,h,i,j,k
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

100251576555156126218869477120701175No Problems
74%81%78%77%63%76%68%80%78%82%70%70%73%75%

ibcgimgiiigiibcgi

Amount / level of lost
14528615221522912181814162mail
11%4%11%7%17%11%8%8%9%11%16%10%15%10%

llfgjlllfjlll

Lost or late delivery of
6244319131031514773sent mail
5%6%5%3%2%4%7%4%2%1%5%8%8%5%

dddddd

Delivery time (when you
receive your mail

54315354117*99563delivery)
4%5%2%5%3%2%2%4%6%*%9%6%6%4%

dddkddkdghkdd

Wrong mail delivered /
our mail delivered

44*233713633*8249elsewhere
3%*%2%4%3%3%7%2%3%3%*%5%2%3%

llllcfklml

Delivery consistency /
reliability (e.g.
arrives as promised

3921372675127245consistently)
3%3%1%4%8%1%3%3%5%1%2%4%2%3%

dhkm

292*116541145232Damaged mail / goods
2%2%1%1%1%3%3%1%1%1%3%3%2%2%

Wrong postage /
shortfall on incoming

14*12422-1--2217mail - having to pay
1%*%1%2%4%1%1%-%1%-%-%1%2%1%

fdflm

Trustworthiness of the
141113-42*122-17provider
1%1%2%1%3%-%2%1%*%1%2%1%-%1%

Accessibility of the
sorting office / opening

7-*-1-24--**-8hours
1%-%1%-%1%-%1%1%-%-%*%*%-%*%

5*1*-2*--**2-6Collection reliability
*%*%1%*%-%1%*%-%-%*%*%1%-%*%

5*--1-2---2--5Time of collection
*%*%-%-%1%-%1%-%-%-%2%-%-%*%

2-*-------2--2Latest collection time
*%-%1%-%-%-%-%-%-%-%2%-%-%*%

m
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%
9981711882098511512919810911776103661566Unweighted total

135062738487204185274109114110172951570Weighted total

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
2-----*-----22Stamp online system
*%-%-%-%-%-%*%-%-%-%-%-%2%*%

jm

*-------*----*Don't know / na
*%-%-%-%-%-%-%-%*%-%-%-%-%*%

45124621364344452Other
3%2%3%5%7%1%7%2%4%2%3%2%4%3%

fhlfhlm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

4970205850391136357817456572711301175No Problems
52%69%73%78%67%75%79%73%72%80%68%72%71%75%75%

ddcdba

Amount / level of lost
2119319110152361265*113157162mail
22%18%11%8%17%10%8%11%8%4%8%10%9%10%10%

ababab

Lost or late delivery of
102124917219544*1*36973sent mail
11%2%4%4%1%5%4%5%6%2%11%3%7%5%5%

abc

Delivery time (when you
receive your mail

311163275619445*1135863delivery)
3%11%6%3%11%4%4%4%7%4%9%11%7%4%4%

adaaaaa

Wrong mail delivered /
our mail delivered

21113414811382***14749elsewhere
2%1%4%3%1%3%2%3%3%3%5%1%3%3%3%

Delivery consistency /
reliability (e.g.
arrives as promised

751023*4518271-1*14445consistently)
7%5%4%2%*%3%4%2%2%-%9%1%1%3%3%

aabef

*2426*3212201***-3232Damaged mail / goods
*%2%1%2%*%2%3%2%1%2%2%5%-%2%2%

bbb

Wrong postage /
shortfall on incoming

211131164131-**11617mail - having to pay
2%1%1%1%2%1%1%1%2%-%2%3%2%1%1%

Trustworthiness of the
**214*164121*-111517provider
*%*%1%1%1%1%1%1%2%2%-%6%2%1%1%

aa

Accessibility of the
sorting office / opening

*-26*7261--**78hours
*%-%1%1%1%*%*%1%1%-%-%1%1%*%*%

***5-6331-*-*56Collection reliability
*%*%*%*%-%*%1%*%1%-%4%-%1%*%*%

a

221-*5-5*---*55Time of collection
2%2%*%-%*%*%-%*%*%-%-%-%*%*%*%

aaa

2--*-2-2-----22Latest collection time
2%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

ab

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
1491233029921201446494107238349425523711831566Unweighted total
95102281109258151145511156287103815071570Weighted total

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
---2*22**---*22Stamp online system
-%-%-%*%*%*%*%*%*%-%-%-%*%*%*%

*----*-**-*---*Don't know / na
*%-%-%-%-%*%-%*%*%-%3%-%-%-%*%

abf

651527*5274621**15152Other
7%5%5%2%*%3%1%4%3%6%2%3%2%3%3%

aab
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

13911676179122125461070716491471782185601175No Problems
66%65%65%65%40%51%65%63%77%72%57%62%69%76%71%80%75%

eebcdeeffbdef

Amount / level of lost
282713438879130141032322855162mail
13%15%11%16%27%20%18%12%9%6%14%13%15%14%9%8%10%

abaaba

Lost or late delivery of
187718721557*361211211973sent mail
8%4%6%6%25%5%3%7%4%3%11%8%6%5%7%3%5%

abcdacaaa

Delivery time (when you
receive your mail

16111215*524511251312141763delivery)
8%6%10%6%1%13%5%6%4%6%6%6%6%5%4%2%4%

aeaaa

Wrong mail delivered /
our mail delivered

810612*2*245**48682249elsewhere
4%6%5%4%1%5%*%2%3%1%1%5%4%2%3%3%3%

Delivery consistency /
reliability (e.g.
arrives as promised

810513*52433211105101445consistently)
4%5%4%5%2%13%6%5%2%22%5%2%5%2%3%2%3%

aea

16351-*-32-*24381532Damaged mail / goods
1%4%2%2%2%-%1%-%2%-%1%3%2%1%3%2%2%

b

Wrong postage /
shortfall on incoming

5151-22*13-1*1-11417mail - having to pay
2%*%4%*%-%5%5%*%1%-%2%*%*%-%4%1%1%

aaacacd

Trustworthiness of the
11*2--*214*-*224917provider
*%1%*%1%-%-%1%2%1%1%-%*%1%1%1%1%1%

Accessibility of the
sorting office / opening

*3-4*-*-7-**12-48hours
*%2%-%1%2%-%*%-%1%-%1%*%1%1%-%1%*%

3*21**-15****-236Collection reliability
1%*%2%*%*%*%-%1%*%1%2%*%*%-%1%*%*%

2-2-----5--*21-25Time of collection
1%-%2%-%-%-%-%-%*%-%-%*%1%1%-%*%*%

a

-------2-2--*---2Latest collection time

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

*%         -%         -%         -%      *%      -%        -%    18%         -%         3%         -%      -%         -%         -%          -%         -%          -%
a

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

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
20419710929140495190133613771182422172976021566Unweighted total
2111791172742941397413871028782132343057011570Weighted total

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
--------2----2*-2Stamp online system
-%-%-%-%-%-%-%-%*%-%-%-%-%1%*%-%*%

a

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

aa

89894*2541242141111952Other
4%5%7%3%13%1%6%7%3%20%14%3%7%*%4%3%3%

adaabcdecaccc
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

7838921611087455922267490110864710913531886231175No Problems
73%75%70%75%70%74%71%70%75%73%75%72%69%79%75%

adddbc

Amount / level of lost
118129371589313855100156108153624061162mail
11%11%16%11%14%11%15%14%11%12%11%13%14%8%10%

bbacfacfaa

Lost or late delivery of
615711694258244367506631202273sent mail
6%5%5%5%6%5%6%6%5%6%5%6%7%3%5%

aa

Delivery time (when you
receive your mail

44468563254224159385719172663delivery)
4%4%3%4%5%4%6%6%4%4%4%4%6%3%4%

a

Wrong mail delivered /
our mail delivered

3236443173512194325431742849elsewhere
3%3%2%3%3%3%3%3%3%3%3%3%2%4%3%

Delivery consistency /
reliability (e.g.
arrives as promised

29305402438122342254214102045consistently)
3%3%2%3%4%3%3%3%3%3%3%3%4%2%3%

2830532828893221321431532Damaged mail / goods
3%2%2%2%1%2%2%1%2%2%2%3%1%2%2%

Wrong postage /
shortfall on incoming

13135159124916131662917mail - having to pay
1%1%2%1%1%1%1%1%1%1%1%1%1%1%1%

Trustworthiness of the
16111177114714414161017provider
1%1%*%1%1%1%1%1%1%*%1%*%2%1%1%

cc

Accessibility of the
sorting office / opening

882847148482248hours
1%1%1%1%1%1%*%1%1%*%1%*%1%1%*%

44143613636*336Collection reliability
*%*%*%*%1%*%*%*%*%*%*%*%1%*%*%

c

55-52322555*325Time of collection
*%*%-%*%*%*%1%*%*%1%*%*%1%*%*%

c

2*-222222222-*2Latest collection time
*%*%-%*%*%*%*%*%*%*%*%*%-%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829214606841238444744147994114595092917571566Unweighted total
1076119323014556531245375704147889014554922747921570Weighted total

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
22-2-22-222-2-2Stamp online system
*%*%-%*%-%*%*%-%*%*%*%-%1%-%*%

a

**-**--*****--*Don't know / na
*%*%-%*%*%-%-%*%*%*%*%*%-%-%*%

433911482540182850324815102852Other
4%3%5%3%4%3%5%4%3%4%3%3%4%3%3%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

9301529024911466222116784211479681143984251751175No Problems
78%65%62%71%75%71%100%75%72%75%74%75%76%71%67%75%

abaa

Amount / level of lost
109302445160112-158138158141158117539162mail

9%13%16%13%10%13%-%10%12%10%11%10%9%15%15%10%

cc

Lost or late delivery of
451017207349-73677366715631673sent mail
4%4%12%6%5%6%-%5%6%5%5%5%4%8%6%5%

bc

Delivery time (when you
receive your mail

36243106134-635261526141-2263delivery)
3%10%2%3%4%4%-%4%4%4%4%4%3%-%8%4%

acc

Wrong mail delivered /
our mail delivered

3865114925-493849424942*649elsewhere
3%3%3%3%3%3%-%3%3%3%3%3%3%1%2%3%

Delivery consistency /
reliability (e.g.
arrives as promised

31123164527-453845424541-445consistently)
3%5%2%5%3%3%-%3%3%3%3%3%3%-%2%3%

c

276*33223-323232313220*1232Damaged mail / goods
2%2%*%1%2%3%-%2%3%2%2%2%2%1%5%2%

cc

Wrong postage /
shortfall on incoming

134*51711-171417121714-317mail - having to pay
1%2%*%1%1%1%-%1%1%1%1%1%1%-%1%1%

Trustworthiness of the
131231512-171315131514-217provider
1%*%2%1%1%1%-%1%1%1%1%1%1%-%1%1%

Accessibility of the
sorting office / opening

26-286-888888--8hours
*%2%-%1%1%1%-%*%1%1%1%1%1%-%-%*%

c

32**43-634444-26Collection reliability
*%1%*%*%*%*%-%*%*%*%*%*%*%-%1%*%

14**53-555552-35Time of collection
*%2%*%*%*%*%-%*%*%*%*%*%*%-%1%*%

cc
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
117223815439915349031155811971539134515331269352761566Unweighted total
118823514535115338752155811731532131515261287362611570Weighted total

2---22-222222--2Latest collection time
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

Availability of a daily
----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
2---22-22222*222Stamp online system
*%-%-%-%*%*%-%*%*%*%*%*%*%5%1%*%

acc

*---**-******--*Don't know / na
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

36710155238-52395250524311052Other
3%3%7%4%3%4%-%3%3%3%4%3%3%4%4%3%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

22301175-43871851089394780991641091175No Problems
30%66%100%-%35%84%83%74%78%73%78%62%58%75%

abaaab

Amount / level of lost
251-16234587155411211171629162mail

31%15%-%41%28%6%7%11%8%11%9%15%16%10%

bac

Lost or late delivery of
-21-73182856822515191373sent mail
-%6%-%18%15%3%5%5%4%5%4%9%7%5%

bac

Delivery time (when you
receive your mail

224-6322141626574611663delivery)
27%7%-%16%18%1%1%4%1%5%4%1%8%4%

babbc

Wrong mail delivered /
our mail delivered

-18-49102134613363511249elsewhere
-%5%-%12%8%2%3%3%3%3%3%1%7%3%

babc

Delivery consistency /
reliability (e.g.
arrives as promised

-16-4515181441035315945consistently)
-%4%-%11%12%2%1%3%2%3%2%5%5%3%

ba

44-327202311121214832Damaged mail / goods
59%1%-%8%6%2%2%2%2%2%2%3%4%2%

bac

Wrong postage /
shortfall on incoming

*5-17312-17710122317mail - having to pay
7%1%-%4%2%1%-%1%1%1%1%2%2%1%

b

Trustworthiness of the
-2-1735215610112417provider
-%1%-%4%3%1%2%1%1%1%1%2%2%1%

ba

Accessibility of the
sorting office / opening

-2-87*-8166*28hours
-%*%-%2%5%*%-%1%*%1%*%*%1%*%

ba

-3-6*3*52451-6Collection reliability
-%1%-%1%*%*%*%*%*%*%*%1%-%*%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
8356117738912010621011465494107212781001711566Unweighted total
7348117539512310381021468503106712691031871570Weighted total

-2-521-5145--5Time of collection
-%1%-%1%1%*%-%*%*%*%*%-%-%*%

ba

---2-2-22*2--2Latest collection time
-%-%-%1%-%*%-%*%*%*%*%-%-%*%

b

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
---2-2-2-2*2-2Stamp online system
-%-%-%*%-%*%-%*%-%*%*%2%-%*%

bc

--*-*--*-*--**Don't know / na
-%-%*%-%*%-%-%*%-%*%-%-%*%*%

*14-5211235472033404852Other
7%4%-%13%9%2%5%3%4%3%3%4%4%3%

ba
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

2923102832901175No Problems
75%78%71%75%75%

b

Amount / level of lost
31265748162mail
8%7%14%12%10%

cdc

Lost or late delivery of
202125873sent mail
5%5%6%2%5%

aaa

Delivery time (when you
receive your mail

620162063delivery)
2%5%4%5%4%

ddd

Wrong mail delivered /
our mail delivered

151313849elsewhere
4%3%3%2%3%

Delivery consistency /
reliability (e.g.
arrives as promised

131741145consistently)
3%4%1%3%3%

bb

1099432Damaged mail / goods
3%2%2%1%2%

Wrong postage /
shortfall on incoming

642617mail - having to pay
1%1%1%2%1%

Trustworthiness of the
232917provider
1%1%1%2%1%

b

Accessibility of the
sorting office / opening

--358hours
-%-%1%1%*%

cd

*2216Collection reliability
*%1%1%*%*%

--5*5Time of collection
-%-%1%*%*%

acd

---22Latest collection time
-%-%-%1%*%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3753894043981566Unweighted total
3873964003871570Weighted total

Availability of a daily
-----collection
-%-%-%-%-%

Account management (if
-----applicable)
-%-%-%-%-%

Problems with the Smart
--2-2Stamp online system
-%-%*%-%*%

-*--*Don't know / na
-%*%-%-%*%

188101652Other
5%2%3%4%3%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkji*hgf*e*d*cb*aSignificance Level: 95%
263354547302744422525243115390Unweighted total
349121619324859552420335125395Weighted total

Amount / level of lost
14528615221522912181814162mail
42%19%52%32%45%45%25%40%40%60%54%35%57%41%

glgll

Lost or late delivery of
6244319131031514773sent mail
18%34%24%15%5%18%21%18%11%4%16%27%28%18%

ijmiii

Delivery time (when you
receive your mail

54315354117*99563delivery)
15%25%8%24%9%9%7%20%28%2%28%18%21%16%

gkgk

Wrong mail delivered /
our mail delivered

44*233713633*8249elsewhere
13%1%11%18%8%14%21%10%12%15%1%17%7%12%

llll

Delivery consistency /
reliability (e.g.
arrives as promised

3921372675127245consistently)
11%18%7%17%21%4%9%13%23%6%5%13%7%11%

292*116541145232Damaged mail / goods
8%13%3%6%4%13%9%6%6%6%11%9%7%8%

Wrong postage /
shortfall on incoming

14*12422-1--2217mail - having to pay
4%1%7%11%12%5%3%-%6%-%-%5%7%4%

ff

Trustworthiness of the
141113-42*122-17provider
4%5%8%3%9%-%6%3%1%7%5%5%-%4%

Accessibility of the
sorting office / opening

7-*-1-24--**-8hours
2%-%3%-%4%-%3%6%-%-%*%1%-%2%

5*1*-2*--**2-6Collection reliability
1%1%6%1%-%4%*%-%-%1%*%4%-%1%

m

5*--1-2---2--5Time of collection
1%1%-%-%4%-%3%-%-%-%5%-%-%1%

2-*-------2--2Latest collection time
1%-%3%-%-%-%-%-%-%-%5%-%-%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkji*hgf*e*d*cb*aSignificance Level: 95%
263354547302744422525243115390Unweighted total
349121619324859552420335125395Weighted total

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
2-----*-----22Stamp online system
1%-%-%-%-%-%*%-%-%-%-%-%7%*%

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

45124621364344452Other
13%10%13%21%20%4%22%10%17%13%11%8%14%13%

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

Ofcom; Business Postal Tracker
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
6541772073535510128910811141667282390Unweighted total
46327524219376972981822311377395Weighted total

Amount / level of lost
2119319110152361265*113157162mail
45%58%41%38%50%40%37%42%29%21%25%35%30%42%41%

af

Lost or late delivery of
102124917219544*1*36973sent mail
23%6%16%20%4%19%19%18%22%9%34%11%23%18%18%

ccb

Delivery time (when you
receive your mail

311163275619445*1135863delivery)
7%35%22%13%34%15%19%15%26%18%27%37%23%15%16%

addaa

Wrong mail delivered /
our mail delivered

21113414811382***14749elsewhere
5%4%14%14%3%13%11%13%10%16%16%4%9%12%12%

Delivery consistency /
reliability (e.g.
arrives as promised

751023*4518271-1*14445consistently)
14%15%13%10%1%12%19%9%7%-%27%5%5%12%11%

ba

*2426*3212201***-3232Damaged mail / goods
1%7%5%11%1%9%13%7%4%12%5%16%-%8%8%

db

Wrong postage /
shortfall on incoming

211131164131-**11617mail - having to pay
5%2%2%5%7%4%5%4%7%-%5%12%8%4%4%

Trustworthiness of the
**214*164121*-111517provider
*%1%2%6%2%4%4%4%8%9%-%20%7%4%4%

Accessibility of the
sorting office / opening

*-26*7261--**78hours
1%-%2%2%2%2%2%2%3%-%-%5%4%2%2%

***5-6331-*-*56Collection reliability
1%*%1%2%-%2%3%1%4%-%13%-%4%1%1%

221-*5-5*---*55Time of collection
4%6%2%-%1%1%-%2%1%-%-%-%1%1%1%

aa

2--*-2-2-----22Latest collection time
4%-%-%*%-%1%-%1%-%-%-%-%-%1%1%

a

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
6541772073535510128910811141667282390Unweighted total
46327524219376972981822311377395Weighted total

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
---2*22**---*22Stamp online system
-%-%-%1%1%*%2%*%1%-%-%-%1%*%*%

a

*----*-**-*---*Don't know / na
*%-%-%-%-%*%-%*%1%-%8%-%-%-%*%

651527*5274621**15152Other
14%14%20%11%1%14%7%15%10%32%5%9%8%13%13%

bb
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*gfedcbaSignificance Level: 95%
6970371022119222530373637694677118390Unweighted total
726341951820142831631229675687141395Weighted total

Amount / level of lost
282713438879130141032322855162mail
39%43%31%45%46%42%50%31%41%20%34%34%48%56%32%39%41%

bf

Lost or late delivery of
187718721557*361211211973sent mail
24%11%16%19%41%11%9%19%18%12%26%22%18%19%25%14%18%

a

Delivery time (when you
receive your mail

16111215*524511251312141763delivery)
23%17%29%16%2%27%14%16%16%21%13%16%19%22%16%12%16%

Wrong mail delivered /
our mail delivered

810612*2*245**48682249elsewhere
11%16%14%13%2%10%1%6%14%5%2%13%12%10%9%16%12%

f

Delivery consistency /
reliability (e.g.
arrives as promised

810513*52433211105101445consistently)
12%15%12%14%3%27%17%14%10%79%11%4%15%10%12%10%11%

16351-*-32-*24381532Damaged mail / goods
1%10%6%5%3%-%2%-%10%-%2%7%6%5%9%11%8%

b

Wrong postage /
shortfall on incoming

5151-22*13-1*1-11417mail - having to pay
7%1%12%1%-%11%13%1%4%-%5%1%1%-%13%3%4%

aacde

Trustworthiness of the
11*2--*214*-*224917provider
1%2%*%2%-%-%2%6%5%4%-%*%3%3%5%6%4%

Accessibility of the
sorting office / opening

*3-4*-*-7-**12-48hours
*%5%-%4%3%-%1%-%2%-%1%1%2%4%-%3%2%

3*21**-15****-236Collection reliability
4%*%5%1%1%1%-%2%2%4%4%*%1%-%2%2%1%

2-2-----5--*21-25Time of collection
2%-%4%-%-%-%-%-%2%-%-%*%3%2%-%1%1%

a

-------2-2--*---2Latest collection time
-%-%-%-%-%-%-%8%-%66%-%-%1%-%-%-%1%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*gfedcbaSignificance Level: 95%
6970371022119222530373637694677118390Unweighted total
726341951820142831631229675687141395Weighted total

Account management (if
-----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
--------2----2*-2Stamp online system
-%-%-%-%-%-%-%-%1%-%-%-%-%3%*%-%*%

*--*-*----*-----*Don't know / na
*%-%-%*%-%1%-%-%-%-%2%-%-%-%-%-%*%

89894*2541242141111952Other
11%15%20%10%22%1%17%18%13%70%33%7%22%1%12%13%13%

abceccc
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Base: All respondents who use Royal Mail. Excluding those with no problems
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
3033049136920831813322237225636614594150390Unweighted total
2933016936819932410821437024336413986169395Weighted total

Amount / level of lost
118129371589313855100156108153624061162mail
40%43%54%43%47%43%51%47%42%44%42%44%46%36%41%

Lost or late delivery of
615711694258244367506631202273sent mail
21%19%16%19%21%18%22%20%18%21%18%22%23%13%18%

aa

Delivery time (when you
receive your mail

44468563254224159385719172663delivery)
15%15%12%15%16%17%20%19%16%16%16%14%20%15%16%

Wrong mail delivered /
our mail delivered

3236443173512194325431742849elsewhere
11%12%6%12%9%11%11%9%12%10%12%12%5%16%12%

b

Delivery consistency /
reliability (e.g.
arrives as promised

29305402438122342254214102045consistently)
10%10%8%11%12%12%11%11%11%10%11%10%12%12%11%

2830532828893221321431532Damaged mail / goods
10%10%7%9%4%9%7%4%9%9%9%10%4%9%8%

addd

Wrong postage /
shortfall on incoming

13135159124916131662917mail - having to pay
4%4%8%4%5%4%4%4%4%5%4%4%3%5%4%

Trustworthiness of the
16111177114714414161017provider
5%4%1%5%3%3%3%3%4%2%4%1%7%6%4%

cc

Accessibility of the
sorting office / opening

882847148482248hours
3%3%3%2%2%2%1%2%2%2%2%2%2%2%2%

44143613636*336Collection reliability
1%1%1%1%2%2%1%1%2%1%2%*%4%2%1%

c

55-52322555*325Time of collection
2%2%-%1%1%1%2%1%1%2%1%*%4%1%1%

c

2*-222222222-*2Latest collection time
1%*%-%1%1%1%2%1%1%1%1%1%-%*%1%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
3033049136920831813322237225636614594150390Unweighted total
2933016936819932410821437024336413986169395Weighted total

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
22-2-22-222-2-2Stamp online system
1%1%-%1%-%1%2%-%1%1%1%-%2%-%*%

**-**--*****--*Don't know / na
*%*%-%*%*%-%-%*%*%*%*%*%-%-%*%

433911482540182850324815102852Other
15%13%16%13%13%12%16%13%13%13%13%11%11%16%13%

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

Ofcom; Business Postal Tracker
Table 51  (continuation)                                                                                                                                                                        Page 470

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 received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2558055119385260-3883243853533832881095390Unweighted total
2588354101387253-3913313853483833031085395Weighted total

Amount / level of lost
109302445160112-158138158141158117539162mail
42%36%43%45%41%44%-%40%42%41%41%41%39%50%46%41%

Lost or late delivery of
451017207349-73677366715631673sent mail
18%12%32%20%19%19%-%19%20%19%19%19%18%26%19%18%

bc

Delivery time (when you
receive your mail

36243106134-635261526141-2263delivery)
14%28%6%10%16%14%-%16%16%16%15%16%13%-%26%16%

acc

Wrong mail delivered /
our mail delivered

3865114925-493849424942*649elsewhere
15%8%8%11%13%10%-%12%12%13%12%13%14%2%8%12%

Delivery consistency /
reliability (e.g.
arrives as promised

31123164527-453845424541-445consistently)
12%14%5%16%12%11%-%12%12%12%12%12%14%-%5%11%

a

276*33223-323232313220*1232Damaged mail / goods
10%7%*%3%8%9%-%8%10%8%9%8%7%5%14%8%

acc

Wrong postage /
shortfall on incoming

134*51711-171417121714-317mail - having to pay
5%5%1%4%4%4%-%4%4%4%3%4%5%-%4%4%

Trustworthiness of the
131231512-171315131514-217provider
5%1%4%3%4%5%-%4%4%4%4%4%5%-%2%4%

Accessibility of the
sorting office / opening

26-286-888888--8hours
1%7%-%2%2%2%-%2%2%2%2%2%3%-%-%2%

ac

32**43-634444-26Collection reliability
1%3%1%*%1%1%-%2%1%1%1%1%1%-%3%1%

14**53-555552-35Time of collection
1%4%*%*%1%1%-%1%2%1%1%1%1%-%4%1%

cc

2---22-222222--2Latest collection time
1%-%-%-%1%1%-%1%1%1%1%1%1%-%-%1%

Availability of a daily
----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: 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
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2558055119385260-3883243853533832881095390Unweighted total
2588354101387253-3913313853483833031085395Weighted total

Account management (if
----------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
2---22-22222*222Stamp online system
1%-%-%-%*%1%-%*%1%1%1%1%*%17%2%*%

c

*---**-******--*Don't know / na
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

36710155238-52395250524311052Other
14%8%18%14%14%15%-%13%12%14%14%14%14%12%11%13%

Columns Tested: 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
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babacbaSignificance Level: 95%
5119138981165163741002902753975390Unweighted total
5118*39579166173781082872783978395Weighted total

Amount / level of lost
251-16234587155411211171629162mail

44%43%-%41%43%35%39%41%38%42%42%40%38%41%

Lost or late delivery of
-21-73182856822515191373sent mail
-%18%-%18%23%17%30%18%21%18%18%24%17%18%

Delivery time (when you
receive your mail

224-6322141626574611663delivery)
39%20%-%16%28%8%6%16%6%20%17%3%20%16%

abbb

Wrong mail delivered /
our mail delivered

-18-49102134613363511249elsewhere
-%15%-%12%13%13%15%12%12%12%13%3%16%12%

Delivery consistency /
reliability (e.g.
arrives as promised

-16-4515181441035315945consistently)
-%13%-%11%19%11%6%12%9%12%11%13%11%11%

44-327202311121214832Damaged mail / goods
84%3%-%8%9%12%11%8%11%7%8%9%10%8%

Wrong postage /
shortfall on incoming

*5-17312-17710122317mail - having to pay
10%4%-%4%4%7%-%5%7%3%4%5%4%4%

Trustworthiness of the
-2-1735215610112417provider
-%2%-%4%4%3%11%4%6%4%4%5%5%4%

Accessibility of the
sorting office / opening

-2-87*-8166*28hours
-%1%-%2%8%*%-%2%1%2%2%1%2%2%

a

-3-6*3*52451-6Collection reliability
-%2%-%1%*%2%3%1%2%1%2%2%-%1%

-2-521-5145--5Time of collection
-%2%-%1%2%1%-%1%1%1%2%-%-%1%

---2-2-22*2--2Latest collection time
-%-%-%1%-%1%-%1%2%*%1%-%-%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babacbaSignificance Level: 95%
5119138981165163741002902753975390Unweighted total
5118*39579166173781082872783978395Weighted total

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with the Smart
---2-2-2-2*2-2Stamp online system
-%-%-%*%-%1%-%1%-%1%*%5%-%*%

c

--*-*--*-*--**Don't know / na
-%-%100%-%*%-%-%*%-%*%-%-%*%*%

*14-5211235472033404852Other
10%11%-%13%13%14%31%12%18%11%15%9%10%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All respondents who use Royal Mail. Excluding those with no problems
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
8788103112390Unweighted total
958611698395Weighted total

Amount / level of lost
31265748162mail
33%30%49%49%41%

cdcd

Lost or late delivery of
202125873sent mail
21%24%21%8%18%

aaa

Delivery time (when you
receive your mail

620162063delivery)
7%23%14%20%16%

dd

Wrong mail delivered /
our mail delivered

151313849elsewhere
16%15%11%8%12%

Delivery consistency /
reliability (e.g.
arrives as promised

131741145consistently)
14%20%4%11%11%

bbb

1099432Damaged mail / goods
10%11%8%4%8%

Wrong postage /
shortfall on incoming

642617mail - having to pay
6%4%2%6%4%

Trustworthiness of the
232917provider
3%3%2%9%4%

b

Accessibility of the
sorting office / opening

--358hours
-%-%3%5%2%

cd

*2216Collection reliability
1%3%2%1%1%

--5*5Time of collection
-%-%4%*%1%

a

---22Latest collection time
-%-%-%2%1%

Availability of a daily
-----collection
-%-%-%-%-%

Columns Tested: a,b,c,d
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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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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
8788103112390Unweighted total
958611698395Weighted total

Account management (if
-----applicable)
-%-%-%-%-%

-----No Problems
-%-%-%-%-%

Problems with the Smart
--2-2Stamp online system
-%-%2%-%*%

-*--*Don't know / na
-%*%-%-%*%

188101652Other
19%9%9%17%13%

b
Columns Tested: a,b,c,d
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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

mlkji*hgf*e*d*cb*aSignificance Level: 95%
263354547302744422525243115390Unweighted total
349121619324859552420335125395Weighted total

2811114243*47432Very Dissatisfied
8%10%8%7%4%9%3%6%12%1%12%13%14%8%

341-51677*4-5240Fairly Dissatisfied
10%8%-%28%5%13%13%13%1%21%-%10%7%10%

kiklmkkk

Neither Satisfied Nor
46222*66115296-51Dissatisfied
13%17%13%8%1%13%9%20%23%9%27%12%-%13%

iii

34*22428761*4*38Fairly Satisfied
10%4%13%10%13%5%13%13%28%7%*%8%1%10%

2111-3-75132--22Very Satisfied
6%6%4%-%8%-%12%10%6%13%6%-%-%6%

bjj

Have not Contacted / Not
Applicable (DO NOT READ

1705982126261979182418192OUT)
49%41%60%44%66%55%44%35%30%47%55%47%71%49%

ffl

Don't Know (DO NOT READ
162*11242**-5219OUT)
5%13%3%3%4%5%6%3%1%2%-%9%7%5%

m

551327215138424*61NET: Satisfied
16%10%16%10%21%5%25%23%34%20%6%8%1%15%

6221731191134412572NET: Dissatisfied
18%18%8%36%9%22%16%19%13%22%12%23%21%18%

gikm

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 (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
6541772073535510128910811141667282390Unweighted total
46327524219376972981822311377395Weighted total

8978*3212202***13032Very Dissatisfied
18%28%9%3%1%8%12%7%9%9%13%9%8%8%8%

aaba

9532323911303**113840Fairly Dissatisfied
19%17%5%9%8%10%11%10%15%16%19%26%11%10%10%

abb

Neither Satisfied Nor
7583124910422***24951Dissatisfied

15%14%11%13%11%13%10%14%12%12%13%4%14%13%13%

23122223610282111*3638Fairly Satisfied
5%8%16%9%12%10%10%10%12%32%23%25%4%10%10%

d

3-316*226161---12222Very Satisfied
7%-%4%7%2%6%6%5%4%-%-%-%6%6%6%

Have not Contacted / Not
Applicable (DO NOT READ

15103613013179451477**16185192OUT)
33%32%48%54%65%48%46%49%40%30%16%24%50%49%49%

cd

Don't Know (DO NOT READ
1*513-195142-**11719OUT)
2%1%6%5%-%5%5%5%9%-%16%12%8%5%5%

5315373581645311115861NET: Satisfied
12%8%20%15%14%15%16%15%16%32%23%25%10%15%15%

1714103027022504*1126872NET: Dissatisfied
37%44%14%13%10%19%23%17%23%25%32%35%19%18%18%

abab

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*gfedcbaSignificance Level: 95%
6970371022119222530373637694677118390Unweighted total
726341951820142831631229675687141395Weighted total

118910722219*246251332Very Dissatisfied
15%13%21%11%37%10%18%7%6%5%19%13%9%3%6%9%8%

bc

117612623425*187261540Fairly Dissatisfied
15%11%14%13%31%12%22%15%8%12%10%27%11%4%7%11%10%

abcd

Neither Satisfied Nor
106214142440213125121751Dissatisfied
14%10%5%15%6%19%16%14%13%75%7%9%17%8%14%12%13%

5756**2234*1*9971238Fairly Satisfied
7%11%13%7%2%1%13%7%11%4%10%*%13%15%9%9%10%

ee

432532*314-12419622Very Satisfied
6%5%4%6%17%9%4%11%4%-%11%7%5%1%10%4%6%

Have not Contacted / Not
Applicable (DO NOT READ

32271644110412165*41029334174192OUT)
44%43%38%46%7%49%28%44%52%4%35%34%44%59%47%53%49%

ef

Don't Know (DO NOT READ
*523-*-*18-13157219OUT)
*%7%5%3%-%1%-%2%6%-%8%9%1%10%8%2%5%

badadad

910712322548*32129161861NET: Satisfied
12%16%17%13%19%10%16%18%15%4%21%7%19%16%18%13%15%

211514221245644*412134112972NET: Dissatisfied
30%24%35%23%68%22%40%22%14%17%29%40%19%7%12%20%18%

bcabcdc
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
3033049136920831813322237225636614594150390Unweighted total
2933016936819932410821437024336413986169395Weighted total

1919525242111232419241481032Very Dissatisfied
6%6%8%7%12%7%10%11%6%8%7%10%9%6%8%

b

35331140232911263823381681640Fairly Dissatisfied
12%11%16%11%12%9%10%12%10%9%10%12%9%9%10%

Neither Satisfied Nor
3742848284216274936482781751Dissatisfied
13%14%11%13%14%13%15%13%13%15%13%19%9%10%13%

ab

263053729308313828371018938Fairly Satisfied
9%10%8%10%14%9%7%14%10%12%10%7%21%5%10%

eac

18154211218815211421821222Very Satisfied
6%5%7%6%6%6%8%7%6%6%6%6%3%7%6%

Have not Contacted / Not
Applicable (DO NOT READ

14214832179741655085182110178544197192OUT)
48%49%47%49%37%51%47%40%49%45%49%39%48%57%49%

adddc

Don't Know (DO NOT READ
161531881837191419101819OUT)
6%5%4%5%4%6%2%3%5%6%5%7%1%5%5%

b

444510574148164659425718202161NET: Satisfied
15%15%14%16%21%15%15%22%16%17%16%13%24%13%15%

fac

545116644850234961426130162672NET: Dissatisfied
18%17%23%17%24%16%21%23%17%17%17%22%18%16%18%

f
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2558055119385260-3883243853533832881095390Unweighted total
2588354101387253-3913313853483833031085395Weighted total

13910113227-322932323024-832Very Dissatisfied
5%11%18%11%8%11%-%8%9%8%9%8%8%-%9%8%

c

2857134024-40344036402811140Fairly Dissatisfied
11%6%13%13%10%9%-%10%10%10%10%11%9%12%13%10%

Neither Satisfied Nor
36105105137-494649474937-1451Dissatisfied
14%12%9%10%13%15%-%13%14%13%14%13%12%-%17%13%

19128113622-3729363236312538Fairly Satisfied
7%14%14%11%9%9%-%9%9%9%9%9%10%22%6%10%

16*692118-2219211721211122Very Satisfied
6%*%11%9%5%7%-%6%6%5%5%5%7%12%2%6%

bb

Have not Contacted / Not
Applicable (DO NOT READ

128451946188113-192159190166190148541192OUT)
50%54%35%46%49%45%-%49%48%49%48%50%49%49%48%49%

a

Don't Know (DO NOT READ
172-11913-191517171714*419OUT)
7%2%-%1%5%5%-%5%4%4%5%4%5%5%5%5%

cc

351214205740-5947574957524761NET: Satisfied
14%14%25%20%15%16%-%15%14%15%14%15%17%34%8%15%

ca

411417257251-72647268705211972NET: Dissatisfied
16%17%30%24%19%20%-%18%19%19%19%18%17%12%22%18%

c
Columns Tested: 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babacbaSignificance Level: 95%
5119138981165163741002902753975390Unweighted total
5118*39579166173781082872783978395Weighted total

215-32164131923139932Very Dissatisfied
39%13%-%8%20%2%6%8%9%8%5%24%12%8%

acc

-18-4011853611302081240Fairly Dissatisfied
-%15%-%10%13%5%28%9%10%10%7%21%16%10%

acc

Neither Satisfied Nor
*15-511021*5111413631251Dissatisfied
5%13%-%13%13%12%3%13%10%14%13%7%16%13%

*11-38917*38633274738Fairly Satisfied
10%10%-%10%12%10%3%10%5%11%10%11%9%10%

-4-22212-22716133722Very Satisfied
-%3%-%6%3%7%-%6%6%5%5%7%9%6%

Have not Contacted / Not
Applicable (DO NOT READ

-53-192309310182591341521228192OUT)
-%44%-%49%37%56%58%48%54%47%55%31%36%49%

bab

Don't Know (DO NOT READ
22*19212*1871216-219OUT)

46%2%100%5%2%7%3%5%6%4%6%-%3%5%

*15-611229*6012494071461NET: Satisfied
10%13%-%15%15%17%3%16%11%17%14%17%18%15%

233-722712667205233182172NET: Dissatisfied
39%28%-%18%34%7%34%18%19%18%12%45%27%18%

acc
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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
8788103112390Unweighted total
958611698395Weighted total

11381032Very Dissatisfied
12%3%7%10%8%

c

15741440Fairly Dissatisfied
15%9%3%14%10%

bb

Neither Satisfied Nor
129161451Dissatisfied
12%10%14%15%13%

97111138Fairly Satisfied
10%8%9%11%10%

3210722Very Satisfied
3%3%9%7%6%

Have not Contacted / Not
Applicable (DO NOT READ

45556131192OUT)
47%64%52%32%49%

aada

Don't Know (DO NOT READ
*261019OUT)
1%2%5%11%5%

cd

1310211861NET: Satisfied
13%11%18%18%15%

2610122472NET: Dissatisfied
27%12%10%24%18%

bcbc

Columns Tested: 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkji*hgf*e*d*cb*aSignificance Level: 95%
263354547302744422525243115390Unweighted total
349121619324859552420335125395Weighted total

5111318754649556Very Dissatisfied
15%11%8%16%5%18%12%10%17%28%12%18%21%14%

2711432673*25-33Fairly Dissatisfied
8%10%7%21%8%4%10%13%11%1%5%10%-%8%

m

Neither Satisfied Nor
3122136782222-36Dissatisfied
9%13%11%7%9%13%12%14%7%9%5%4%-%9%

36*11*261181-6239Fairly Satisfied
10%4%4%7%1%4%9%19%33%7%-%12%8%10%

ikl

1511*3*44*14--18Very Satisfied
4%6%8%2%8%1%6%6%1%6%12%-%-%5%

Have not Contacted / Not
Applicable (DO NOT READ

1665982124261979182416188OUT)
48%41%60%44%66%50%44%35%30%47%55%47%64%48%

ffl

Don't Know (DO NOT READ
222*11542**45224OUT)
6%14%3%3%4%9%6%3%1%1%11%9%7%6%

52122329148346256NET: Satisfied
15%10%11%10%9%5%15%26%34%14%12%12%8%14%

78227411131376614590NET: Dissatisfied
22%21%14%37%13%22%22%23%28%29%18%27%21%23%

ikm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
6541772073535510128910811141667282390Unweighted total
46327524219376972981822311377395Weighted total

1610102025517403**115456Very Dissatisfied
35%31%13%8%9%15%17%13%16%18%13%28%13%14%14%

abab

53520*336272***13233Fairly Dissatisfied
11%10%7%8%2%9%6%9%10%19%19%9%8%8%8%

Neither Satisfied Nor
3492023411252***13436Dissatisfied
6%13%12%8%11%9%11%8%14%9%21%15%13%9%9%

2482523710291*1-*3839Fairly Satisfied
4%11%11%10%10%10%10%10%4%7%23%-%1%10%10%

b

4*2121176121*-*11718Very Satisfied
8%1%2%5%3%5%6%4%7%16%-%12%6%4%5%

Have not Contacted / Not
Applicable (DO NOT READ

15103612613176411477**16181188OUT)
33%32%48%52%65%47%42%49%40%30%16%24%50%48%48%

cda

Don't Know (DO NOT READ
1*518-247172-**12324OUT)
2%1%6%8%-%7%7%6%9%-%8%12%9%6%6%

54103735416412*1*15456NET: Satisfied
12%13%13%15%13%14%16%14%11%23%23%12%7%14%14%

211315402882367511128590NET: Dissatisfied
47%41%20%17%11%23%23%23%26%37%32%37%21%23%23%

abab

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

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*gfedcbaSignificance Level: 95%
6970371022119222530373637694677118390Unweighted total
726341951820142831631229675687141395Weighted total

181412201025634*3117472456Very Dissatisfied
25%21%28%21%54%11%34%21%11%5%25%39%11%7%8%17%14%

bcabcd

105783*2226*2*7581233Fairly Dissatisfied
13%8%17%8%18%2%16%7%8%12%13%2%10%8%9%8%8%

Neither Satisfied Nor
69212*42*30**311381036Dissatisfied
8%14%5%13%2%18%16%1%9%8%3%9%17%6%9%7%9%

af

341632*330-229591239Fairly Satisfied
4%6%3%6%18%10%1%12%9%-%15%6%13%9%11%9%10%

2*21-214122**217418Very Satisfied
3%1%4%1%-%9%5%13%4%70%3%1%3%2%8%3%5%

Have not Contacted / Not
Applicable (DO NOT READ

32271644110412161*41029334171188OUT)
44%43%38%46%7%49%28%44%51%4%35%34%44%59%47%50%48%

ef

Don't Know (DO NOT READ
2524**-*24-13157824OUT)
3%7%5%5%1%1%-%2%7%-%6%9%1%10%8%6%6%

d

5436341742222116171756NET: Satisfied
7%7%8%7%18%19%6%25%13%70%17%7%16%11%19%12%14%

281818281337860*512148153690NET: Dissatisfied
38%29%45%29%73%13%49%28%19%17%38%40%22%15%17%25%23%

bcbcd

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
3033049136920831813322237225636614594150390Unweighted total
2933016936819932410821437024336413986169395Weighted total

374111494335154446344621142156Very Dissatisfied
13%13%16%13%22%11%13%21%12%14%13%15%16%13%14%

bacf

2630113320299183321331681033Fairly Dissatisfied
9%10%16%9%10%9%9%8%9%9%9%11%9%6%8%

Neither Satisfied Nor
282943418321421342634208836Dissatisfied
10%10%6%9%9%10%13%10%9%11%9%14%10%5%9%

a

2925636202911233822369111839Fairly Satisfied
10%8%9%10%10%9%10%11%10%9%10%6%13%11%10%

1312216121571416111683718Very Satisfied
4%4%2%4%6%5%6%6%4%5%4%6%3%4%5%

Have not Contacted / Not
Applicable (DO NOT READ

14014432175741615085178110174544193188OUT)
48%48%47%48%37%50%47%40%48%45%48%39%48%55%48%

adc

Don't Know (DO NOT READ
20213241222382418241211224OUT)
7%7%4%7%6%7%3%4%7%7%7%9%1%7%6%

bb

42378523244173754335217132556NET: Satisfied
14%12%11%14%16%14%16%17%15%14%14%12%16%15%14%

637022826364246279567937223190NET: Dissatisfied
22%23%32%22%32%20%22%29%21%23%22%26%26%18%23%

bacf

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

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2558055119385260-3883243853533832881095390Unweighted total
2588354101387253-3913313853483833031085395Weighted total

301214215645-56525654544311256Very Dissatisfied
12%15%25%20%15%18%-%14%16%15%16%14%14%12%15%14%

c

2247113321-312433293327-633Fairly Dissatisfied
9%5%13%11%9%8%-%8%7%9%8%9%9%-%8%8%

Neither Satisfied Nor
293453619-363334343427*936Dissatisfied
11%4%8%5%9%7%-%9%10%9%10%9%9%5%10%9%

b

15158123522-37303527342531239Fairly Satisfied
6%18%16%12%9%9%-%9%9%9%8%9%8%30%14%10%

cc

16*261817-181718161818-*18Very Satisfied
6%*%3%6%5%7%-%5%5%5%5%5%6%-%*%5%

ba

Have not Contacted / Not
Applicable (DO NOT READ

124451946186113-188157188166188144541188OUT)
48%54%35%46%48%45%-%48%48%49%48%49%48%49%48%48%

a

Don't Know (DO NOT READ
214*12216-241821212120*424OUT)
8%4%*%1%6%6%-%6%6%5%6%5%7%5%4%6%

acc

311510185340-55465343524231256NET: Satisfied
12%18%18%18%14%16%-%14%14%14%12%14%14%30%15%14%

531621319065-88769083887011990NET: Dissatisfied
20%20%38%31%23%26%-%22%23%23%24%23%23%12%22%23%

bc

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

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babacbaSignificance Level: 95%
5119138981165163741002902753975390Unweighted total
5118*39579166173781082872783978395Weighted total

228-56226353174026171456Very Dissatisfied
39%24%-%14%28%4%18%14%16%14%9%42%17%14%

aac

*14-3310103318262011233Fairly Dissatisfied
10%11%-%8%12%6%15%8%7%9%7%4%16%8%

c

Neither Satisfied Nor
*14-36917*368282421036Dissatisfied
5%12%-%9%11%10%3%9%8%10%8%6%13%9%

-4-39719-39336245939Fairly Satisfied
-%3%-%10%9%12%-%10%3%12%9%14%12%10%

b

-3-1819*17512141218Very Satisfied
-%2%-%5%1%6%3%5%5%4%5%3%3%5%

Have not Contacted / Not
Applicable (DO NOT READ

-53-188289110178561321481228188OUT)
-%44%-%48%35%55%58%47%52%46%53%31%36%48%

bab

Don't Know (DO NOT READ
24*24314*24111422-224OUT)

46%3%100%6%4%8%3%6%10%5%8%-%3%6%

-6-56828*568483871156NET: Satisfied
-%5%-%14%10%17%3%15%8%17%14%17%15%14%

b

242-903216684256546182690NET: Dissatisfied
49%35%-%23%40%10%34%22%23%23%17%46%33%23%

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

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
8788103112390Unweighted total
958611698395Weighted total

248121356Very Dissatisfied
25%9%10%13%14%

abc

8381533Fairly Dissatisfied
8%4%7%15%8%

c

Neither Satisfied Nor
28131336Dissatisfied
2%9%11%13%9%

ddd

11811839Fairly Satisfied
11%10%10%9%10%

235718Very Satisfied
2%3%5%8%5%

Have not Contacted / Not
Applicable (DO NOT READ

45535931188OUT)
47%62%50%32%48%

aada

Don't Know (DO NOT READ
4281024OUT)
4%3%7%10%6%

c

1311171656NET: Satisfied
13%13%14%16%14%

3211202790NET: Dissatisfied
33%13%17%28%23%

bcc
Columns Tested: a,b,c,d
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkji*hgf*e*d*cb*aSignificance Level: 95%
263354547302744422525243115390Unweighted total
349121619324859552420335125395Weighted total

7*-*1-2--*2-28Very Dissatisfied
2%4%-%2%4%-%3%-%-%1%6%-%7%2%

9**1-2*---25-11Fairly Dissatisfied
2%1%3%7%-%4%*%-%-%-%5%9%-%3%

Neither Satisfied Nor
36*131441433*5241Dissatisfied
10%3%9%15%5%9%6%26%11%15%*%10%7%10%

giklm

602132111398348267Fairly Satisfied
17%19%4%17%5%23%22%17%35%15%11%17%8%17%

kkk

46232521194445252Very Satisfied
13%14%19%9%16%4%19%16%17%20%12%9%7%13%

Have not Contacted / Not
Applicable (DO NOT READ

1705982124262179202416192OUT)
49%41%60%44%66%50%44%38%31%47%60%47%64%49%

ffl

Don't Know (DO NOT READ
2121115421125225OUT)
6%17%4%6%4%9%6%3%6%3%5%9%7%6%

fkm

10644571324181278134118NET: Satisfied
30%34%24%26%21%27%41%33%52%35%23%25%15%30%

161*2122--*45219NET: Dissatisfied
4%5%3%10%4%4%3%-%-%1%11%9%7%5%

f
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
6541772073535510128910811141667282390Unweighted total
46327524219376972981822311377395Weighted total

224*-826*-*-*88Very Dissatisfied
4%6%5%*%-%2%2%2%2%-%8%-%1%2%2%

aaa

2*17*11*101**--1011Fairly Dissatisfied
5%1%1%3%1%3%*%3%3%9%19%-%-%3%3%

Neither Satisfied Nor
10462023911302*-*13941Dissatisfied
21%14%9%8%9%10%11%10%10%28%-%12%10%10%10%

ab

911123426419484*1126367Fairly Satisfied
21%35%15%14%12%17%19%16%21%9%32%32%17%17%17%

ab

61113425017352**115052Very Satisfied
13%2%15%14%11%13%17%12%12%23%8%18%10%13%13%

cc

Have not Contacted / Not
Applicable (DO NOT READ

15113613013179411517**16185192OUT)
33%34%48%54%66%48%42%51%42%30%16%24%53%49%49%

cda

Don't Know (DO NOT READ
13517-257182-**12325OUT)
3%8%6%7%-%7%7%6%10%-%16%14%9%6%6%

151223685114358361113113118NET: Satisfied
33%37%31%28%23%30%36%28%33%32%40%50%27%30%30%

4257*183161*1-*1819NET: Dissatisfied
9%7%6%3%1%5%3%5%5%9%27%-%1%5%5%

a
Columns Tested: a,b,c,d,e,f - a,b - 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*gfedcbaSignificance Level: 95%
6970371022119222530373637694677118390Unweighted total
726341951820142831631229675687141395Weighted total

4343--*26--*4-228Very Dissatisfied
5%5%9%3%-%-%4%6%2%-%-%1%5%-%3%1%2%

3323-**28*1-1-2711Fairly Dissatisfied
4%4%6%3%-%1%3%6%3%12%5%-%1%-%2%5%3%

Neither Satisfied Nor
115412624227*277191541Dissatisfied
15%8%9%13%33%12%26%7%9%5%16%23%11%2%10%10%10%

cac

910514563647226179141667Fairly Satisfied
13%15%13%14%27%29%21%23%15%70%18%21%26%16%16%11%17%

a

811613622339*2287121952Very Satisfied
11%17%15%13%34%9%16%11%12%8%17%8%13%13%14%14%13%

Have not Contacted / Not
Applicable (DO NOT READ

34271646110412165*41129334074192OUT)
47%43%38%49%7%49%28%44%52%4%35%36%44%59%47%53%49%

ef

Don't Know (DO NOT READ
4544-***24-13*57825OUT)
5%7%11%4%-%1%1%2%8%-%10%10%1%10%8%6%6%

dddd

17201126118598624926162635118NET: Satisfied
24%32%28%28%60%38%37%34%27%79%35%29%39%29%30%25%30%

6666-*1414*1*4-4919NET: Dissatisfied
9%9%14%7%-%1%7%13%4%12%5%1%6%-%5%6%5%

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

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
3033049136920831813322237225636614594150390Unweighted total
2933016936819932410821437024336413986169395Weighted total

661664686661718Very Dissatisfied
2%2%1%2%3%1%6%4%2%3%2%*%8%*%2%

acfac

4626641563633511Fairly Dissatisfied
1%2%3%2%3%1%1%3%2%1%2%2%3%3%3%

Neither Satisfied Nor
3232103825359263725372081341Dissatisfied
11%11%14%10%13%11%8%12%10%10%10%15%9%7%10%

a

535110664053224066466626142567Fairly Satisfied
18%17%15%18%20%16%20%19%18%19%18%19%16%15%17%

36378483441153747324622102052Very Satisfied
12%12%12%13%17%13%14%17%13%13%13%16%12%12%13%

Have not Contacted / Not
Applicable (DO NOT READ

14214834179771635089182113178564492192OUT)
48%49%50%49%39%50%47%42%49%47%49%40%51%55%49%

adc

Don't Know (DO NOT READ
21213251123592517251111425OUT)
7%7%5%7%5%7%4%4%7%7%7%8%1%8%6%

bb

8988191137494377711478111482445118NET: Satisfied
30%29%27%31%37%29%34%36%31%32%31%35%28%27%30%

1012313128813131013410519NET: Dissatisfied
4%4%4%3%6%3%7%6%3%4%3%3%11%3%5%

ffac

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

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
2558055119385260-3883243853533832881095390Unweighted total
2588354101387253-3913313853483833031085395Weighted total

53*288-888885-38Very Dissatisfied
2%3%*%2%2%3%-%2%2%2%2%2%2%-%3%2%

7*35118-1110118910-111Fairly Dissatisfied
3%1%5%5%3%3%-%3%3%3%2%2%3%-%1%3%

Neither Satisfied Nor
22109134127-4137393839301941Dissatisfied
8%12%17%13%11%11%-%10%11%10%11%10%10%12%11%10%

47136136440-65556458644522067Fairly Satisfied
18%16%12%13%17%16%-%17%17%17%17%17%15%17%23%17%

32416195037-5041504450462552Very Satisfied
12%4%30%19%13%15%-%13%12%13%13%13%15%17%6%13%

bbca

Have not Contacted / Not
Applicable (DO NOT READ

124491948190117-192162192171192148541192OUT)
48%59%35%47%49%46%-%49%49%50%49%50%49%49%48%49%

a

Don't Know (DO NOT READ
214*12316-251821212119*625OUT)
8%5%*%1%6%6%-%6%5%6%6%6%6%5%7%6%

acc

7917233311477-1159611510211491425118NET: Satisfied
31%20%42%32%30%30%-%29%29%30%29%30%30%34%29%30%

b

123371916-191819161615-419NET: Dissatisfied
5%4%5%7%5%6%-%5%5%5%5%4%5%-%4%5%

Columns Tested: 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 (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babacbaSignificance Level: 95%
5119138981165163741002902753975390Unweighted total
5118*39579166173781082872783978395Weighted total

25-852-8164148Very Dissatisfied
39%4%-%2%7%1%-%2%1%2%1%2%5%2%

a

-5-119-385651511Fairly Dissatisfied
-%5%-%3%12%-%18%2%5%2%2%2%6%3%

a

Neither Satisfied Nor
-14-4198*4010312211841Dissatisfied
-%12%-%10%11%5%3%11%9%11%8%29%10%10%

ac

*18-6717253649584171867Fairly Satisfied
3%15%-%17%22%15%15%17%8%20%15%18%23%17%

b

115-52526*5116363171352Very Satisfied
13%12%-%13%6%16%3%14%15%12%11%18%17%13%

b

Have not Contacted / Not
Applicable (DO NOT READ

-55-192309110182581341521228192OUT)
-%46%-%49%38%54%58%48%53%47%55%31%36%49%

bab

Don't Know (DO NOT READ
26*25414*2591623-225OUT)

46%5%100%6%5%9%3%7%9%6%8%-%3%6%

133-118225131152593731432118NET: Satisfied
16%28%-%30%27%31%18%30%23%33%26%36%41%30%

c

210-1915231671292819NET: Dissatisfied
39%9%-%5%18%1%18%4%6%4%3%4%10%5%

ac
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 (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
8788103112390Unweighted total
958611698395Weighted total

4*228Very Dissatisfied
4%*%2%2%2%

72-211Fairly Dissatisfied
7%2%-%2%3%

b

Neither Satisfied Nor
13991041Dissatisfied
14%11%8%10%10%

159222167Fairly Satisfied
16%10%19%22%17%

c

106162052Very Satisfied
10%7%13%21%13%

cd

Have not Contacted / Not
Applicable (DO NOT READ

47555832192OUT)
49%64%50%33%49%

aada

Don't Know (DO NOT READ
*4101125OUT)
1%4%9%11%6%

dd

24153742118NET: Satisfied
25%18%32%43%30%

ccd

1122419NET: Dissatisfied
11%3%2%4%5%

bc

Columns Tested: a,b,c,d

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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



Aspects
The staff beingAbility to resolveProfessionalism and handling

polite and courteousmy queryof any query / complaint

cbaSignificance Level: 95%
390390390Unweighted total
395395395Weighted total

85632Very Dissatisfied
2%14%8%

acc

113340Fairly Dissatisfied
3%8%10%

cc

Neither Satisfied Nor
413651Dissatisfied
10%9%13%

673938Fairly Satisfied
17%10%10%

ab

521822Very Satisfied
13%5%6%

ab

Have not Contacted / Not
Applicable (DO NOT READ

192188192OUT)
49%48%49%

Don't Know (DO NOT READ
252419OUT)
6%6%5%

1185661NET: Satisfied
30%14%15%

ab

199072NET: Dissatisfied
5%23%18%

cc
Columns Tested: a,b,c

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 Main in the last 6 months

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
13922202811122523171613175209Unweighted total
179761111223336171115277203Weighted total

2811114243*47432Very Dissatisfied
16%17%19%13%12%19%5%10%17%2%27%25%49%16%

341-51677*4-5240Fairly Dissatisfied
19%13%-%50%14%29%22%20%1%40%-%19%25%20%

Neither Satisfied Nor
46222*66115296-51Dissatisfied
26%30%32%14%2%29%17%30%33%17%60%23%-%25%

34*22428761*4*38Fairly Satisfied
19%7%32%18%37%11%23%20%39%14%1%16%2%19%

2111-3-75132--22Very Satisfied
12%10%9%-%24%-%22%15%9%24%13%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
162*11242**-5219OUT)
9%23%8%5%12%11%11%5%1%4%-%17%25%9%

551327215138424*61NET: Satisfied
31%17%41%18%61%11%44%35%48%38%14%16%2%30%

6221731191134412572NET: Dissatisfied
35%31%19%63%25%49%28%30%18%41%27%44%74%36%

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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*cbaSignificance Level: 95%
482741931719252157668111235143209Unweighted total
312239112719652151111226192203Weighted total

8978*3212202***13032Very Dissatisfied
27%41%18%7%4%16%22%14%15%13%15%12%16%16%16%

a

9532323911303**113840Fairly Dissatisfied
28%25%9%20%24%20%20%20%24%23%23%34%21%20%20%

b

Neither Satisfied Nor
7583124910422***24951Dissatisfied

23%21%22%28%32%25%18%28%20%17%15%5%28%26%25%

23122223610282111*3638Fairly Satisfied
7%12%31%19%34%18%19%19%20%46%27%33%7%19%19%

d

3-316*226161---12222Very Satisfied
10%-%9%14%6%11%12%11%6%-%-%-%12%11%11%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
1*513-195142-**11719OUT)
4%2%12%11%-%10%9%9%15%-%20%16%16%9%9%

5315373581645311115861NET: Satisfied
18%12%39%34%41%30%30%30%26%46%27%33%19%30%30%

d

1714103027022504*1126872NET: Dissatisfied
56%66%27%27%28%36%42%33%39%36%38%46%37%35%36%

ab

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

Ofcom; Business Postal Tracker
Table 56  (continuation)                                                                                                                                                                        Page 500

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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

ba*ba*e*d*c*ba*g*f*ed*cbaSignificance Level: 95%
40422359161318161466262540223951209Unweighted total
4136265116101015151381937234667203Weighted total

118910722219*246251332Very Dissatisfied
26%22%34%20%40%19%25%12%13%5%30%19%15%8%11%20%16%

117612623425*187261540Fairly Dissatisfied
26%20%22%24%33%24%31%27%17%13%15%41%19%9%13%23%20%

Neither Satisfied Nor
106214142440213125121751Dissatisfied
25%17%8%28%7%37%22%25%27%78%10%14%31%20%27%26%25%

5756**2234*1*9971238Fairly Satisfied
12%19%21%13%2%1%18%13%23%4%16%1%23%37%16%18%19%

432532*314-12419622Very Satisfied
10%9%7%11%19%17%5%20%9%-%17%11%10%3%19%9%11%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*523-*-*18-13157219OUT)
*%13%8%5%-%2%-%3%12%-%12%13%2%23%15%3%9%

bd

910712322548*32129161861NET: Satisfied
22%28%28%23%20%19%23%33%32%4%32%11%33%40%35%28%30%

211514221245644*412134112972NET: Dissatisfied
53%42%56%44%73%42%55%39%29%18%45%61%34%17%24%43%36%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1651635419713117179141199148196905563209Unweighted total
1511533718812515958129188133186854572203Weighted total

1919525242111232419241481032Very Dissatisfied
13%12%14%13%19%13%19%18%13%14%13%16%18%14%16%

35331140232911263823381681640Fairly Dissatisfied
23%21%30%21%19%18%20%20%20%17%20%19%18%22%20%

Neither Satisfied Nor
3742848284216274936482781751Dissatisfied
25%28%21%26%22%26%28%21%26%27%26%32%17%23%25%

263053729308313828371018938Fairly Satisfied
17%19%15%19%23%19%14%24%20%21%20%12%41%12%19%

ac

18154211218815211421821222Very Satisfied
12%10%12%11%10%12%14%12%11%10%11%10%5%17%11%

b

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
161531881837191419101819OUT)
11%10%8%10%7%12%5%5%10%11%10%12%2%11%9%

dbb

444510574148164659425718202161NET: Satisfied
29%29%27%30%33%30%28%36%31%31%31%21%46%29%30%

c

545116644850234961426130162672NET: Dissatisfied
36%33%44%34%38%32%39%38%33%31%33%35%36%36%36%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
134393670206146-207178205193203154551209Unweighted total
130383555199140-199172196181193155544203Weighted total

13910113227-322932323024-832Very Dissatisfied
10%24%27%21%16%19%-%16%17%16%18%15%16%-%18%16%

cc

2857134024-40344036402811140Fairly Dissatisfied
22%14%20%24%20%17%-%20%20%21%20%21%18%24%25%20%

Neither Satisfied Nor
36105105137-494649474937-1451Dissatisfied
28%26%14%18%26%27%-%25%27%25%26%25%24%-%33%25%

19128113622-3729363236312538Fairly Satisfied
14%31%22%20%18%16%-%18%17%19%18%19%20%43%12%19%

c

16*692118-2219211721211122Very Satisfied
13%*%17%16%10%13%-%11%11%11%9%11%14%24%3%11%

bba

Have not Contacted / Not
Applicable (DO NOT READ

----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
172-11913-191517171714*419OUT)
13%5%-%1%9%9%-%9%9%9%9%9%9%9%9%9%

acc

351214205740-5947574957524761NET: Satisfied
27%31%39%36%29%28%-%30%28%29%27%29%33%67%16%30%

a

411417257251-72647268705211972NET: Dissatisfied
32%37%47%45%36%36%-%36%37%37%37%36%34%24%43%36%

Columns Tested: 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babac*baSignificance Level: 95%
569120854818201521571322750209Unweighted total
566*20350737196501531262750203Weighted total

215-32164131923139932Very Dissatisfied
39%23%-%16%32%6%13%16%19%15%11%35%18%16%

a

-18-4011853611302081240Fairly Dissatisfied
-%27%-%20%21%11%66%18%21%19%16%30%24%20%

Neither Satisfied Nor
*15-511021*5111413631251Dissatisfied
5%23%-%25%20%28%7%26%21%27%29%10%25%25%

*11-38917*38633274738Fairly Satisfied
10%17%-%19%19%23%7%19%11%21%21%16%15%19%

-4-22212-22716133722Very Satisfied
-%6%-%11%5%16%-%11%13%10%10%10%13%11%

b

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
22*19212*1871216-219OUT)

46%3%100%9%3%16%7%9%13%8%13%-%5%9%

b

*15-611229*6012494071461NET: Satisfied
10%23%-%30%23%39%7%31%25%32%32%25%28%30%

233-722712667205233182172NET: Dissatisfied
39%50%-%36%53%17%80%34%41%34%26%65%43%36%

ac
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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
45375176209Unweighted total
51315666203Weighted total

11381032Very Dissatisfied
22%9%14%15%16%

15741440Fairly Dissatisfied
29%24%7%21%20%

bbb

Neither Satisfied Nor
129161451Dissatisfied
23%28%30%22%25%

97111138Fairly Satisfied
19%24%19%17%19%

3210722Very Satisfied
6%8%18%10%11%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know (DO NOT READ
*261019OUT)
1%7%11%16%9%

dd

1310211861NET: Satisfied
25%31%38%27%30%

2610122472NET: Dissatisfied
52%33%22%36%36%

b
Columns Tested: a,b,c,d
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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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable
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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%
14122202811132523171613176211Unweighted total
183761111243336171115279207Weighted total

5111318754649556Very Dissatisfied
28%19%19%28%14%35%22%15%25%53%27%34%59%27%

2711432673*25-33Fairly Dissatisfied
15%17%17%37%24%9%17%20%16%2%12%18%-%16%

Neither Satisfied Nor
3122136782222-36Dissatisfied
17%23%28%12%25%27%22%21%10%17%12%8%-%17%

36*11*261181-6239Fairly Satisfied
20%7%9%13%2%9%17%30%47%14%-%23%21%19%

1511*3*44*14--18Very Satisfied
8%10%19%4%24%1%11%10%1%12%26%-%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
222*11542**45224OUT)
12%24%8%5%12%19%11%5%1%2%24%17%20%12%

52122329148346256NET: Satisfied
28%17%28%18%25%10%27%40%48%26%26%23%21%27%

78227411131376614590NET: Dissatisfied
43%36%36%65%37%44%39%35%40%55%39%52%59%43%

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

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
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Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*cbaSignificance Level: 95%
482741951719454157668111235145211Unweighted total
312239116720056151111226196207Weighted total

1610102025517403**115456Very Dissatisfied
53%45%26%18%26%27%29%27%27%26%15%37%27%27%27%

ab

53520*336272***13233Fairly Dissatisfied
17%15%13%17%6%17%11%18%17%27%23%12%15%16%16%

Neither Satisfied Nor
3492023411252***13436Dissatisfied
9%19%23%17%31%17%19%17%23%13%25%20%26%17%17%

2482523710291*1-*3839Fairly Satisfied
5%17%22%22%28%18%17%19%7%10%27%-%3%19%19%

ddbf

4*2121176121*-*11718Very Satisfied
12%2%4%10%8%9%11%8%12%23%-%16%12%8%9%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
1*518-247172-**12324OUT)
3%2%12%16%-%12%13%12%14%-%10%16%18%12%12%

d

54103735416412*1*15456NET: Satisfied
18%19%26%32%37%27%28%27%19%33%27%16%15%28%27%

211315402882367511128590NET: Dissatisfied
70%60%39%35%33%44%40%45%44%54%38%49%42%43%43%

ab

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

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable
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OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

ba*ba*e*d*c*ba*g*f*ed*cbaSignificance Level: 95%
40422359161318161486262540223953211Unweighted total
4136265116101015155381937234670207Weighted total

181412201025634*3117472456Very Dissatisfied
45%38%45%39%58%21%47%38%22%5%38%59%20%16%14%34%27%

b

105783*2226*2*7581233Fairly Dissatisfied
24%14%27%15%20%4%22%12%17%13%20%2%19%20%17%16%16%

Neither Satisfied Nor
69212*42*30**311381036Dissatisfied

14%24%7%24%2%36%23%2%19%8%5%14%30%14%17%15%17%

341632*330-229591239Fairly Satisfied
8%11%5%11%20%19%2%21%19%-%23%9%23%21%20%17%19%

2*21-214122**217418Very Satisfied
6%1%7%2%-%17%6%23%8%73%4%2%6%5%16%6%9%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2524**-*24-13157824OUT)
5%13%8%9%1%2%-%3%15%-%10%13%2%23%15%11%12%

d

5436341742222116171756NET: Satisfied
13%12%12%13%20%36%8%44%27%73%27%11%29%26%36%23%27%

281818281337860*512148153690NET: Dissatisfied
68%52%72%55%78%26%69%51%39%18%58%61%38%36%32%51%43%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1661655419913117379141201148198905565211Unweighted total
1531573719212516358129192133190854576207Weighted total

374111494335154446344621142156Very Dissatisfied
24%26%30%25%35%22%25%34%24%26%24%25%32%28%27%

acf

2630113320299183321331681033Fairly Dissatisfied
17%19%29%17%16%18%16%14%17%16%17%18%18%13%16%

ab

Neither Satisfied Nor
282943418321421342634208836Dissatisfied
18%19%11%18%15%19%24%16%18%20%18%23%19%10%17%

a

2925636202911233822369111839Fairly Satisfied
19%16%17%19%16%18%18%18%20%17%19%10%24%23%19%

cc

1312216121571416111683718Very Satisfied
8%8%5%8%9%9%12%11%8%8%8%9%6%10%9%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
20213241222382418241211224OUT)
13%13%8%13%10%14%5%7%13%13%13%14%1%16%12%

deebb

42378523244173754335217132556NET: Satisfied
27%24%21%27%26%27%30%29%28%25%28%20%30%33%27%

637022826364246279567937223190NET: Dissatisfied
41%45%60%42%50%40%41%48%41%42%41%43%50%41%43%

b
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
136393670207146-209179206193204156551211Unweighted total
134383555201140-203174197181195159544207Weighted total

301214215645-56525654544311256Very Dissatisfied
23%32%39%37%28%32%-%28%30%29%30%28%27%24%28%27%

c

2247113321-312433293327-633Fairly Dissatisfied
17%10%20%20%17%15%-%15%14%17%16%17%17%-%15%16%

Neither Satisfied Nor
293453619-363334343427*936Dissatisfied
22%8%12%9%18%14%-%18%19%17%19%18%17%9%20%17%

15158123522-37303527342531239Fairly Satisfied
11%39%24%22%17%16%-%18%17%18%15%18%16%58%28%19%

c

16*261817-181718161818-*18Very Satisfied
12%1%4%11%9%12%-%9%9%9%9%9%11%-%1%9%

ba

Have not Contacted / Not
Applicable (DO NOT READ

----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
214*12216-241821212120*424OUT)
16%9%*%2%11%11%-%12%10%10%11%11%13%9%9%12%

acc

311510185340-55465343524231256NET: Satisfied
23%40%28%33%26%28%-%27%27%27%24%27%27%58%28%27%

c

531621319065-88769083887011990NET: Dissatisfied
40%43%59%57%45%47%-%43%44%46%46%45%44%24%43%43%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babac*baSignificance Level: 95%
569121055828203531581342750211Unweighted total
566*20752767200521551302750207Weighted total

228-56226353174026171456Very Dissatisfied
39%43%-%27%43%8%43%27%32%26%20%61%27%27%

a

*14-3310103318262011233Fairly Dissatisfied
10%21%-%16%19%13%37%15%15%17%15%5%25%16%

Neither Satisfied Nor
*14-36917*368282421036Dissatisfied
5%21%-%17%17%23%7%18%16%18%18%9%21%17%

-4-39719-39336245939Fairly Satisfied
-%6%-%19%13%25%-%19%6%23%18%20%19%19%

b

-3-1819*17512141218Very Satisfied
-%4%-%9%2%12%7%9%10%8%11%5%4%9%

b

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
24*24314*24111422-224OUT)

46%6%100%12%6%19%7%12%21%9%17%-%5%12%

baa

-6-56828*568483871156NET: Satisfied
-%10%-%27%15%38%7%28%16%31%30%25%23%27%

bb

242-903216684256546182690NET: Dissatisfied
49%63%-%44%62%21%80%42%47%42%35%67%52%43%

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

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
45385276211Unweighted total
51335866207Weighted total

248121356Very Dissatisfied
47%25%21%19%27%

abc

8381533Fairly Dissatisfied
16%9%13%22%16%

Neither Satisfied Nor
28131336Dissatisfied
4%25%23%19%17%

ddd

11811839Fairly Satisfied
21%26%20%13%19%

235718Very Satisfied
4%9%9%11%9%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know (DO NOT READ
4281024OUT)
8%7%14%15%12%

1311171656NET: Satisfied
25%34%29%24%27%

3211202790NET: Dissatisfied
63%34%34%41%43%

abc

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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Ability to resolve my query (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

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%
13722202811132422161612176207Unweighted total
179761111243334161113279203Weighted total

7*-*1-2--*2-28Very Dissatisfied
4%7%-%4%12%-%5%-%-%2%15%-%20%4%

9**1-2*---25-11Fairly Dissatisfied
5%2%8%13%-%9%*%-%-%-%14%17%-%5%

Neither Satisfied Nor
36*131441433*5241Dissatisfied
20%5%23%27%14%18%11%42%16%28%1%18%20%20%

602132111398348267Fairly Satisfied
34%33%11%31%15%46%39%27%51%28%28%31%21%33%

46232521194445252Very Satisfied
25%24%49%15%47%9%33%26%24%38%29%17%20%26%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
2121115421125225OUT)
12%30%9%10%12%19%11%5%9%5%14%17%20%12%

10644571324181278134118NET: Satisfied
59%57%60%46%63%54%73%53%75%65%57%48%41%58%

161*2122--*45219NET: Dissatisfied
9%9%8%18%12%9%6%-%-%2%28%17%20%9%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*cbaSignificance Level: 95%
482641921519253154648111233143207Unweighted total
312139112719656147101225193203Weighted total

224*-826*-*-*88Very Dissatisfied
6%8%10%*%-%4%4%4%3%-%10%-%3%4%4%

aa

2*17*11*101**--1011Fairly Dissatisfied
8%2%2%6%2%5%1%7%6%13%23%-%-%5%5%

Neither Satisfied Nor
10462023911302*-*13941Dissatisfied
32%21%17%18%28%20%19%20%18%41%-%16%21%20%20%

911123426419484*1126367Fairly Satisfied
31%54%30%30%36%33%33%33%35%13%38%42%36%33%33%

61113425017352**115052Very Satisfied
19%3%29%30%33%25%30%24%21%33%10%24%22%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
13517-257182-**12325OUT)
4%12%12%15%-%13%12%12%17%-%20%18%19%12%12%

151223685114358361113113118NET: Satisfied
50%56%59%61%70%58%63%57%56%46%48%66%58%58%58%

4257*183161*1-*1819NET: Dissatisfied
14%11%12%7%2%9%5%11%9%13%32%-%3%9%9%

Columns Tested: a,b,c,d,e,f - a,b - 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

ba*ba*e*d*c*ba*g*f*ed*cbaSignificance Level: 95%
38422357161318161446262440213951207Unweighted total
3836264916101015151381937234667203Weighted total

4343--*26--*4-228Very Dissatisfied
9%9%14%6%-%-%5%12%4%-%-%2%10%-%5%3%4%

3323-**28*1-1-2711Fairly Dissatisfied
7%7%9%6%-%1%5%12%5%13%8%-%2%-%4%11%5%

Neither Satisfied Nor
115412624227*277191541Dissatisfied
28%15%15%25%35%24%37%12%18%5%24%36%19%6%19%22%20%

910514563647226179141667Fairly Satisfied
24%27%21%28%29%56%29%42%31%73%27%33%46%39%30%24%33%

a

811613622339*2287121952Very Satisfied
21%30%23%26%36%17%23%20%26%8%26%13%22%32%27%29%26%

Have not Contacted / Not
Applicable (DO NOT READ

-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
4544-***24-13*57825OUT)

10%13%17%8%-%2%2%3%16%-%15%16%1%23%15%12%12%

d

17201126118598624926162635118NET: Satisfied
46%57%45%54%65%73%52%62%57%82%53%46%69%71%57%52%58%

6666-*1414*1*4-4919NET: Dissatisfied
17%16%23%13%-%1%10%23%9%13%8%2%11%-%9%14%9%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1641615319512917079138197144194885266207Unweighted total
1511533518812116058125188129186834277203Weighted total

661664686661718Very Dissatisfied
4%4%2%3%5%3%11%6%3%5%3%1%16%1%4%

acfac

4626641563633511Fairly Dissatisfied
3%4%6%3%5%3%2%4%3%3%3%4%7%6%5%

Neither Satisfied Nor
3232103825359263725372081341Dissatisfied
21%21%28%20%21%22%15%21%20%20%20%25%18%17%20%

535110664053224066466626142567Fairly Satisfied
35%33%30%35%33%33%38%32%35%35%35%32%33%33%33%

36378483441153747324622102052Very Satisfied
24%24%24%25%28%26%26%30%25%25%25%27%24%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
21213251123592517251111425OUT)
14%14%10%13%9%15%8%7%13%13%13%13%2%18%12%

dbb

8988191137494377711478111482445118NET: Satisfied
58%57%54%60%61%59%64%62%60%60%60%58%57%59%58%

1012313128813131013410519NET: Dissatisfied
7%8%8%7%10%5%13%11%7%7%7%4%23%7%9%

fac

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

Ofcom; Business Postal Tracker
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please rate Royal Mail on the
following aspects using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
135363669203141-205174202188200152551207Unweighted total
134343553197135-199169193177191155544203Weighted total

53*288-888885-38Very Dissatisfied
4%8%1%5%4%6%-%4%5%4%5%4%3%-%6%4%

7*35118-1110118910-111Fairly Dissatisfied
6%1%8%9%5%6%-%5%6%6%5%4%6%-%2%5%

Neither Satisfied Nor
22109134127-4137393839301941Dissatisfied
16%29%26%24%21%20%-%21%22%20%21%20%20%24%21%20%

47136136440-65556458644522067Fairly Satisfied
35%38%18%25%33%30%-%33%33%33%33%34%29%34%45%33%

c

32416195037-5041504450462552Very Satisfied
24%11%47%36%25%27%-%25%24%26%25%26%30%33%12%26%

bca

Have not Contacted / Not
Applicable (DO NOT READ

----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
214*12316-251821212119*625OUT)
15%12%1%1%12%12%-%13%11%11%12%11%12%9%13%12%

aacc

7917233311477-1159611510211491425118NET: Satisfied
59%49%65%61%58%57%-%58%57%59%58%60%59%67%57%58%

123371916-191819161615-419NET: Dissatisfied
9%9%8%14%9%12%-%9%11%10%9%9%10%-%9%9%

Columns Tested: 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 (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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*ba*baba*babac*baSignificance Level: 95%
567120653828199531541302750207Unweighted total
563*20349767196501531262750203Weighted total

25-852-8164148Very Dissatisfied
39%8%-%4%11%2%-%4%3%4%3%2%7%4%

a

-5-119-385651511Fairly Dissatisfied
-%8%-%5%19%-%43%4%10%4%4%3%9%5%

a

Neither Satisfied Nor
-14-4198*4010312211841Dissatisfied
-%22%-%20%18%11%7%21%19%20%17%42%16%20%

*18-6717253649584171867Fairly Satisfied
3%29%-%33%35%33%37%33%18%38%33%26%36%33%

b

115-52526*5116363171352Very Satisfied
13%23%-%26%9%35%7%26%32%23%25%26%27%26%

b

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
26*25414*2591623-225OUT)

46%9%100%12%8%19%7%13%18%10%18%-%5%12%

a

133-118225131152593731432118NET: Satisfied
16%52%-%58%44%68%43%59%50%61%58%53%63%58%

b

210-1915231671292819NET: Dissatisfied
39%16%-%9%30%2%43%8%13%8%7%6%16%9%

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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
44375274207Unweighted total
49315865203Weighted total

4*228Very Dissatisfied
8%1%3%3%4%

72-211Fairly Dissatisfied
13%7%-%3%5%

ab

Neither Satisfied Nor
13991041Dissatisfied
28%29%15%15%20%

159222167Fairly Satisfied
30%29%37%32%33%

106162052Very Satisfied
19%21%27%31%26%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know (DO NOT READ
*4101125OUT)
1%13%18%16%12%

ddd

24153742118NET: Satisfied
50%50%64%63%58%

1122419NET: Dissatisfied
22%8%3%6%9%

ab

Columns Tested: a,b,c,d

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 using a 5 point scale were 1 is very dissatisfied and 5 is very satisfied:)
Base: All respondents who have experienced a problem with their service from Royal Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



Aspects
The staff beingAbility to resolveProfessionalism and handling

polite and courteousmy queryof any query / complaint

cbaSignificance Level: 95%
207211209Unweighted total
203207203Weighted total

85632Very Dissatisfied
4%27%16%

acc

113340Fairly Dissatisfied
5%16%20%

cc

Neither Satisfied Nor
413651Dissatisfied
20%17%25%

673938Fairly Satisfied
33%19%19%

ab

521822Very Satisfied
26%9%11%

ab

Have not Contacted / Not
Applicable (DO NOT READ

---OUT)
-%-%-%

Don't Know (DO NOT READ
252419OUT)
12%12%9%

1185661NET: Satisfied
58%27%30%

ab

199072NET: Dissatisfied
9%43%36%

cc
Columns Tested: a,b,c

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 Main in the last 6 months excluding have not contacted / not applicable

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
46492105103356252865552394835764Unweighted total
65737454337112821165853638453783Weighted total

4-*---22--**-5Very low
1%-%1%-%-%-%2%2%-%-%*%*%-%1%

24212*6423124229Quite low
4%5%3%4%1%6%4%2%4%2%3%5%3%4%

12657571413281412161111143Neither low nor high
19%13%16%12%18%13%16%24%23%23%25%13%21%18%

jj

312171820245642552825303220368Quite high
48%44%40%47%66%51%51%47%49%47%48%38%38%47%

abklm

18914181663522301415133720237Very high
29%37%39%36%15%31%27%25%23%28%20%44%38%30%

icefimicefimi

Don't Know (DO NOT READ
2---------2--2OUT)
*%-%-%-%-%-%-%-%-%-%3%-%-%*%

m

502303636309163844239436840604NET: High
76%81%79%84%81%82%78%73%72%74%68%82%76%77%

c

28222*6543125234NET: Low
4%5%4%4%1%6%7%3%4%2%3%5%3%4%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail
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OFC1885
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
69451315196569927548914426162280620764Unweighted total
4837124573337502415422443414758783Weighted total

4**-*5*41*--*45Very low
8%1%*%-%*%1%*%1%3%4%-%-%3%1%1%

abaaa

51517*29821***--2929Quite low
11%3%4%3%*%4%3%4%1%3%7%-%-%4%4%

a

1610249281353710661114137143Neither low nor high
34%26%20%16%25%18%15%20%26%26%20%31%26%18%18%

aba

17155228310358112255101127357368Quite high
35%40%42%49%30%48%47%47%43%19%46%43%49%47%47%

db

61141179152228415372113230237Very high
12%30%33%31%45%30%35%28%27%49%28%26%21%30%30%

ddda

Don't Know (DO NOT READ
---2-2-2-----22OUT)
-%-%-%*%-%*%-%*%-%-%-%-%-%*%*%

22269346225580196408173239587604NET: High
47%70%75%81%75%77%81%75%70%68%73%69%70%77%77%

ddd

91617*338251**-*3334NET: Low
19%3%5%3%1%4%3%5%4%6%7%-%3%4%4%

abc

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*g*fedcbaSignificance Level: 95%
936753107172223316712275110397115369764Unweighted total

10264601059191628711*83596105117422783Weighted total

3223*2-21***2--25Very low
3%3%3%2%2%9%-%6%*%50%4%*%2%-%-%1%1%

a

51421-*423-*44261229Quite low
5%2%6%2%15%-%3%15%3%-%2%13%5%2%5%3%4%

aac

221515221653128*1822142276143Neither low nor high
22%24%26%21%11%30%35%11%18%50%19%24%23%13%19%18%18%

4728255141067341-316415862188368Quite high
47%45%41%49%51%51%41%23%48%-%33%46%42%55%53%45%47%

b

2517142822313217-36273227142237Very high
24%27%24%26%22%10%21%45%30%-%41%17%29%30%23%34%30%

be

Don't Know (DO NOT READ
--------2------22OUT)
-%-%-%-%-%-%-%-%*%-%-%-%-%-%-%*%*%

724639796121019557-622689089330604NET: High
71%72%65%75%73%61%62%68%78%-%74%63%71%85%76%78%77%

dee

836512*624*156261434NET: Low
7%4%9%5%17%9%3%21%3%50%7%13%6%2%5%3%4%

aac

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

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
488561127697312581166330707418694255131374764Unweighted total
487573107709311596127331724407705249134396783Weighted total

33*3431431322*5Very low
1%*%*%*%1%*%1%1%*%*%*%1%2%*%1%

a

172052613164112618261171129Quite low
4%4%5%4%4%3%3%3%4%5%4%4%5%3%4%

991102612772108297613190129393866143Neither low nor high
20%19%24%18%23%18%23%23%18%22%18%16%28%17%18%

ac

238276453411382916115334318832912061183368Quite high
49%48%42%48%44%49%48%46%47%46%47%48%46%46%47%

130162312108417632872201102167825133237Very high
27%28%29%30%27%30%25%26%30%27%31%31%19%34%30%

bb

Don't Know (DO NOT READ
-2-2-2--2-2--22OUT)
-%*%-%*%-%*%-%-%*%-%*%-%-%*%*%

368438755512224679324056329754619786316604NET: High
75%76%70%78%71%78%73%72%78%73%77%79%65%80%77%

adbb

202352918195152919291391234NET: Low
4%4%5%4%6%3%4%5%4%5%4%5%7%3%4%

a
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
57311476174751418-75957875464475164614109764Unweighted total
59412067168771424-77758776965076666414110783Weighted total

4**254-555555--5Very low
1%*%1%1%1%1%-%1%1%1%1%1%1%-%-%1%

236*72914-292629232925-529Quite low
4%5%1%4%4%3%-%4%4%4%4%4%4%-%4%4%

9633143314383-141107141122138110330143Neither low nor high
16%28%20%20%19%20%-%18%18%18%19%18%17%23%28%18%

cc

284582676364199-364270363315362307459368Quite high
48%49%38%45%47%47%-%47%46%47%49%47%46%31%53%47%

187212749228125-236179230186230216616237Very high
31%17%40%29%30%29%-%30%30%30%29%30%33%46%15%30%

bba

Don't Know (DO NOT READ
-2--2--2-2-22--2OUT)
-%1%-%-%*%-%-%*%-%*%-%*%*%-%-%*%

c

4707953125593323-6004495935015925231075604NET: High
79%66%78%75%77%76%-%77%77%77%77%77%79%77%68%77%

ba

2761103418-343134283429-534NET: Low
5%5%1%6%4%4%-%4%5%4%4%4%4%-%4%4%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
214659017449531637012834816343881764Unweighted total
115160218156536617222984856404688783Weighted total

-3-522*423*225Very low
-%2%-%3%4%*%1%1%1%1%*%5%2%1%

bacc

-56231734251415184729Quite low
-%4%1%13%31%1%7%3%5%3%3%8%8%4%

bac

*34865725256137411021111418143Neither low nor high
19%22%14%32%44%5%10%19%14%21%17%30%20%18%

bab

*71285837279303371472213131238368Quite high
81%47%47%46%12%52%49%47%49%46%49%25%44%47%

bb

-3822413522618218931441951423237Very high
-%25%37%7%9%42%30%30%31%30%31%31%26%30%

ab

Don't Know (DO NOT READ
--2--22-2-2--2OUT)
-%-%*%-%-%*%3%-%1%-%*%-%-%*%

a

*1095089611505495562403645082661604NET: High
81%72%84%53%20%94%80%77%80%75%79%56%70%77%

abab

-86282055291518196934NET: Low
-%5%1%16%35%1%8%4%5%4%3%14%10%4%

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

Ofcom; Business Postal Tracker
Table 60  (continuation)                                                                                                                                                                        Page 526

The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
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Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
375389764Unweighted total
387396783Weighted total

4*5Very low
1%*%1%

171229Quite low
4%3%4%

5984143Neither low nor high
15%21%18%

b

171197368Quite high
44%50%47%

137100237Very high
35%25%30%

a

Don't Know (DO NOT READ
-22OUT)
-%*%*%

307297604NET: High
79%75%77%

211234NET: Low
5%3%4%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
46492105103356252865552394835764Unweighted total
65737454337112821165853638453783Weighted total

8444311511188779796Very low
13%11%9%8%4%13%13%16%13%14%12%11%14%12%

13398912291122129131114158Quite low
20%23%17%20%32%26%13%19%21%17%20%13%27%20%

bg

250141719174231391921253422300Neither low nor high
38%38%37%44%45%38%37%34%33%40%40%41%42%38%

14571285152231151314209172Quite high
22%18%27%19%15%14%27%27%26%24%23%24%18%22%

h

42343111764129-53Very high
6%9%9%8%4%10%9%5%7%3%3%11%-%7%

a

Don't Know (DO NOT READ
3***-----12--5OUT)
*%1%1%1%-%-%-%-%-%2%3%-%-%1%

1871016117262936191416299225NET: High
28%27%36%27%19%24%36%31%33%27%25%35%18%29%

a

217131212134322412016202022253NET: Low
33%34%26%28%36%39%27%35%34%30%32%24%41%32%

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
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
69451315196569927548914426162280620764Unweighted total
4837124573337502415422443414758783Weighted total

1371164*9526693**-29396Very low
28%19%9%11%1%13%11%13%11%8%14%-%15%12%12%

abb

1062311981504910961*22152158Quite low
22%15%19%21%24%20%20%20%24%21%15%53%18%20%20%

151756212132878921192116291300Neither low nor high
32%46%45%37%39%38%37%39%37%41%23%23%42%38%38%

7629130111616111141113168172Quite high
14%17%23%23%32%22%25%20%18%18%20%16%19%22%22%

2144515215372*1*15053Very high
5%3%4%8%2%7%6%7%9%12%28%8%6%7%7%

Don't Know (DO NOT READ
---5*4*4-----55OUT)
-%-%-%1%1%1%*%1%-%-%-%-%-%1%1%

9833175112147714871113218225NET: High
19%20%27%30%34%28%32%27%28%30%47%25%25%29%29%

d

24133418382457517891124245253NET: Low
50%34%28%32%25%33%31%33%35%29%30%53%33%32%32%

ab

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*g*fedcbaSignificance Level: 95%
936753107172223316712275110397115369764Unweighted total

10264601059191628711*83596105117422783Weighted total

14111015171384*151612125096Very low
14%17%17%14%9%36%8%9%12%50%16%13%17%11%10%12%12%

241015182438141-1812233083158Quite low
23%15%26%17%20%22%21%28%20%-%15%23%13%22%26%20%20%

d

322718404578276*314433448157300Neither low nor high
31%42%30%38%42%26%44%28%39%50%45%42%45%32%41%37%38%

221111232347156-1817322095172Quite high
22%18%18%22%24%15%24%26%22%-%12%22%18%30%17%22%22%

bd

8558***349-1*8563353Very high
8%8%9%7%4%1%2%9%7%-%12%1%8%5%5%8%7%

Don't Know (DO NOT READ
2--2----5-----*45OUT)
2%-%-%2%-%-%-%-%1%-%-%-%-%-%*%1%1%

3016163123410205-28253726128225NET: High
30%26%27%29%28%15%26%35%29%-%24%23%26%35%22%30%29%

b

38202632311510225*212283543133253NET: Low
37%32%43%31%29%58%30%37%32%50%31%36%29%33%36%32%32%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
Base: All respondents who use Royal Mail
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
488561127697312581166330707418694255131374764Unweighted total
487573107709311596127331724407705249134396783Weighted total

566614844273214887478331194496Very low
12%11%13%12%13%12%16%14%12%12%12%13%14%11%12%

1231132514760120256514890142542380158Quite low
25%20%24%21%19%20%19%20%20%22%20%22%17%20%20%

a

19023233278129243511342811662739965135300Neither low nor high
39%40%31%39%42%41%40%40%39%41%39%40%49%34%38%

ca

981252215562124246516381163502398172Quite high
20%22%21%22%20%21%19%20%22%20%23%20%18%25%22%

2035124318336204422421343553Very high
4%6%11%6%6%6%5%6%6%5%6%5%3%9%7%

abb

Don't Know (DO NOT READ
*2-2-2*-2*2*-45OUT)
*%*%-%*%-%*%*%-%*%*%*%*%-%1%1%

117161341988015830842071032056327133225NET: High
24%28%32%28%26%26%24%25%29%25%29%25%20%34%29%

bc

17917939231102193451132351372258641123253NET: Low
37%31%37%33%33%32%36%34%32%34%32%34%31%31%32%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
57311476174751418-75957875464475164614109764Unweighted total
59412067168771424-77758776965076666414110783Weighted total

60287249548-937795749272-2396Very low
10%23%11%14%12%11%-%12%13%12%11%12%11%-%21%12%

acc

1163393015689-155118154129154117438158Quite low
19%28%13%18%20%21%-%20%20%20%20%20%18%30%34%20%

acc

226403463298165-300227296262295264533300Neither low nor high
38%33%50%38%39%39%-%39%39%38%40%39%40%34%30%38%

bc

14214153417188-172123171144171156513172Quite high
24%12%22%20%22%21%-%22%21%22%22%22%24%37%11%22%

ba

4643154731-534049384950-353Very high
8%3%4%9%6%7%-%7%7%6%6%6%7%-%3%7%

Don't Know (DO NOT READ
4*-252-535355--5OUT)
1%*%-%1%1%1%-%1%*%1%*%1%1%-%-%1%

188181749217119-225163220181220206516225NET: High
32%15%26%29%28%28%-%29%28%29%28%29%31%37%14%29%

ba

176611654251137-248194250203246189461253NET: Low
30%51%24%32%33%32%-%32%33%32%31%32%28%30%56%32%

acc
Columns Tested: 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
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
214659017449531637012834816343881764Unweighted total
115160218156536617222984856404688783Weighted total

-21583826256903066797996Very low
-%14%10%21%47%5%10%12%10%14%12%16%10%12%

ba

-3210157188310148541041241222158Quite low
-%21%17%31%32%15%17%20%18%21%19%25%25%20%

ba

153238626226192801051942501332300Neither low nor high
100%35%40%34%11%42%32%39%35%40%39%29%37%38%

b

-301512151451815478941391217172Quite high
-%20%25%12%9%27%30%21%26%19%22%26%19%22%

aba

-13493*527462825432853Very high
-%9%8%2%1%10%11%6%9%5%7%4%9%7%

aba

Don't Know (DO NOT READ
-25--5-5414--5OUT)
-%1%1%-%-%1%-%1%1%*%1%-%-%1%

-43201246197252001061191821424225NET: High
-%29%33%13%10%37%41%28%36%25%28%29%28%29%

abaa

-53159954410816237831702031931253NET: Low
-%35%26%52%79%20%27%33%28%35%32%41%35%32%

bab
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on each of the following
aspects:)
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Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
375389764Unweighted total
387396783Weighted total

395796Very low
10%14%12%

8078158Quite low
21%20%20%

143157300Neither low nor high
37%40%38%

9874172Quite high
25%19%22%

a

272653Very high
7%7%7%

Don't Know (DO NOT READ
*45OUT)
*%1%1%

125100225NET: High
32%25%29%

a

119135253NET: Low
31%34%32%

Columns Tested: 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
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Aspects
The price of the postalThe quality of the mail

services provided by Royalservices provided by Royal
Mail in the last 12 monthsMail in the last 12 months

baSignificance Level: 95%
764764Unweighted total
783783Weighted total

965Very low
12%1%

a

15829Quite low
20%4%

a

300143Neither low nor high
38%18%

a

172368Quite high
22%47%

b

53237Very high
7%30%

b

Don't Know (DO NOT READ
52OUT)
1%*%

225604NET: High
29%77%

b

25334NET: Low
32%4%

a
Columns Tested: a,b
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QRM6. SUMMARY. 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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
46492105103356252865552394835764Unweighted total
65737454337112821165853638453783Weighted total

4-*----2--*2-5Very dissatisfied
1%-%1%-%-%-%-%2%-%-%*%3%-%1%

27211-6*61145431Fairly dissatisfied
4%6%2%2%-%6%*%5%2%3%6%5%7%4%

Neither satisfied nor
15467613242526151016159172dissatisfied
23%15%15%13%36%22%31%22%26%19%25%18%17%22%

jjkljklj

305152024194840572827323122364Fairly satisfied
46%41%44%55%52%43%49%49%49%50%51%37%42%46%

b

16714171343316261315113018211Very satisfied
25%37%38%30%12%29%20%22%23%28%17%36%34%27%

cfgimcfgimiii

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

472293736238156834242436240575NET: Satisfied
72%78%82%85%64%73%69%71%72%79%68%74%76%73%

imcfgim

31221-6*71147436NET: Dissatisfied
5%6%3%2%-%6%*%6%2%3%6%8%7%5%

g
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QRM7. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from Royal Mail?
Base: All respondents who use Royal Mail
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
69451315196569927548914426162280620764Unweighted total
4837124573337502415422443414758783Weighted total

2-*2-5*4*---*45Very dissatisfied
4%-%*%*%-%1%*%1%1%-%-%-%1%1%1%

a

619152297241*--13031Fairly dissatisfied
12%3%7%3%6%4%3%4%4%4%-%-%7%4%4%

aa

Neither satisfied nor
1771912851675212061113167172dissatisfied
36%19%16%22%15%22%22%22%23%27%23%36%19%22%22%

ab

19205427015348108256111117353364Fairly satisfied
40%55%44%47%47%46%45%47%44%21%54%35%51%47%46%

4841158112017313872113204211Very satisfied
8%22%33%28%32%27%30%25%28%49%24%29%23%27%27%

ddd

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

232995428265491813941732310557575NET: Satisfied
48%77%77%75%79%73%75%73%72%69%77%64%74%73%73%

ddd

819172348281*--13436NET: Dissatisfied
16%3%8%3%6%4%3%5%5%4%-%-%8%5%5%

aca
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QRM7. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from Royal Mail?
Base: All respondents who use Royal Mail
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*g*fedcbaSignificance Level: 95%
936753107172223316712275110397115369764Unweighted total

10264601059191628711*83596105117422783Weighted total

*2-2-2--3--*2--35Very dissatisfied
*%3%-%2%-%9%-%-%*%-%-%*%2%-%-%1%1%

71522-1424*145251531Fairly dissatisfied
7%1%9%2%18%-%7%14%3%50%8%11%5%2%4%4%4%

aac

Neither satisfied nor
24917161654156*1425202398172dissatisfied
24%14%28%16%15%30%29%15%22%50%17%12%26%19%20%23%22%

4637216351089332-419445865174364Fairly satisfied
46%58%35%60%60%52%49%31%47%-%51%55%46%55%55%41%46%

baa

2315172112211195-27212525132211Very satisfied
23%24%28%20%7%9%15%40%27%-%24%21%21%24%21%31%27%

b

Don't Know (DO NOT READ
-----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

705238846121020527-626658389306575NET: Satisfied
69%82%63%80%67%61%64%70%74%-%75%76%67%79%76%73%73%

b

7255221427*147251736NET: Dissatisfied
7%4%9%4%18%9%7%14%4%50%8%12%7%2%4%4%5%

aac

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QRM7. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from Royal Mail?
Base: All respondents who use Royal Mail
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
488561127697312581166330707418694255131374764Unweighted total
487573107709311596127331724407705249134396783Weighted total

25*542145252*25Very dissatisfied
*%1%*%1%1%*%*%1%1%1%1%1%*%1%1%

21256291322416271927881531Fairly dissatisfied
4%4%5%4%4%4%3%5%4%5%4%3%6%4%4%

Neither satisfied nor
11013022160721292974161102154504080172dissatisfied
22%23%21%22%23%22%23%22%22%25%22%20%30%20%22%

ac

234276443341442996615933918733312064178364Fairly satisfied
48%48%41%47%46%50%52%48%47%46%47%48%48%45%46%

12013734182781442778192971876921120211Very satisfied
25%24%32%26%25%24%21%23%27%24%27%28%16%30%27%

bb

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

354413795162224439323753228452018986298575NET: Satisfied
73%72%74%73%71%74%73%72%73%70%74%76%64%75%73%

bb

243063418245203121311081736NET: Dissatisfied
5%5%5%5%6%4%4%6%4%5%4%4%6%4%5%

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

Ofcom; Business Postal Tracker
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QRM7. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from Royal Mail?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
57311476174751418-75957875464475164614109764Unweighted total
59412067168771424-77758776965076666414110783Weighted total

4-**52-525555--5Very dissatisfied
1%-%1%*%1%1%-%1%*%1%1%1%1%-%-%1%

1885103115-312431253127-431Fairly dissatisfied
3%7%7%6%4%3%-%4%4%4%4%4%4%-%4%4%

c

Neither satisfied nor
1224263817094-168135169141167135236172dissatisfied
21%35%9%23%22%22%-%22%23%22%22%22%20%13%33%22%

aacc

281513174362204-364272359313357310650364Fairly satisfied
47%42%47%44%47%48%-%47%46%47%48%47%47%44%45%46%

168182546203109-210154206166206187620211Very satisfied
28%15%37%27%26%26%-%27%26%27%26%27%28%43%19%27%

bba

Don't Know (DO NOT READ
----------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4496956120565313-5734265654795634971270575NET: Satisfied
76%58%84%72%73%74%-%74%73%73%74%74%75%87%64%73%

bba

2285103617-362636303632-436NET: Dissatisfied
4%7%7%6%5%4%-%5%4%5%5%5%5%-%4%5%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QRM7. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from Royal Mail?
Base: All respondents who use Royal Mail
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
214659017449531637012834816343881764Unweighted total
115160218156536617222984856404688783Weighted total

-*2222*44122-5Very dissatisfied
-%*%*%1%3%*%1%1%1%*%*%5%-%1%

aaac

-78231843291318188531Fairly dissatisfied
-%5%1%13%33%1%4%4%4%4%3%17%6%4%

bac

Neither satisfied nor
*301056823421315949123138626172dissatisfied

19%20%17%37%40%8%21%22%17%25%22%13%29%22%

bab

*772887510286293351422213021344364Fairly satisfied
81%51%48%42%18%53%47%46%48%46%47%28%50%46%

bbb

-3619913320216195891221801713211Very satisfied
-%24%33%7%6%38%27%27%30%25%28%37%14%27%

abaa

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1134878813488455302323434813056575NET: Satisfied
81%75%81%49%23%91%74%73%78%71%75%65%65%73%

abaa

-8102520633317192010536NET: Dissatisfied
-%5%2%14%36%1%5%5%6%4%3%22%6%5%

baac

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

Ofcom; Business Postal Tracker
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QRM7. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from Royal Mail?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
375389764Unweighted total
387396783Weighted total

4*5Very dissatisfied
1%*%1%

a

171431Fairly dissatisfied
5%3%4%

Neither satisfied nor
8092172dissatisfied
21%23%22%

163201364Fairly satisfied
42%51%46%

b

12289211Very satisfied
32%22%27%

a

Don't Know (DO NOT READ
---OUT)
-%-%-%

285290575NET: Satisfied
74%73%73%

221436NET: Dissatisfied
6%3%5%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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QRM7. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from Royal Mail?
Base: All respondents who use Royal Mail

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

2----2---*---2Very Dissatisfied
1%-%-%-%-%4%-%-%-%1%-%-%-%1%

5-*1--**112--6Fairly Dissatisfied
1%-%3%3%-%-%*%*%4%4%6%-%-%1%

Neither Satisfied Nor
32123-112113122*38Dissatisfied
8%11%12%13%-%21%4%13%7%4%6%4%1%9%

bgm

149477151520231410152313167Fairly Satisfied
39%41%44%36%60%30%44%28%41%34%47%42%50%39%

190469102322481715133013209Very Satisfied
50%47%35%48%40%45%47%58%47%53%41%54%49%49%

k

Don't Know (DO NOT READ
4-1---2**1---5OUT)
1%-%6%-%-%-%4%*%1%4%-%-%-%1%

m

33981316253842713125285226376NET: Satisfied
89%89%79%83%100%75%91%86%88%86%89%96%99%88%

hhk

7-*1-2**112--8NET: Dissatisfied
2%-%3%3%-%4%*%*%4%5%6%-%-%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. You said earlier that you also use [QV5c provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of mail, on a scale of 1
to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

*-2--22**--*-22Very Dissatisfied
*%-%2%-%-%1%2%*%1%-%-%4%-%1%1%

a

*24-*624**--*56Fairly Dissatisfied
*%3%3%-%1%1%2%1%2%4%-%-%2%1%1%

aa

Neither Satisfied Nor
868152354341***13638Dissatisfied

14%11%7%8%14%9%4%10%6%3%6%3%7%9%9%

b

26234770715953114111136156167Fairly Satisfied
43%42%40%36%45%39%52%35%43%28%29%54%45%39%39%

a

262455104720341168122127198209Very Satisfied
43%44%47%54%40%49%40%52%47%60%57%36%46%49%49%

b

Don't Know (DO NOT READ
***4*4-5****-45OUT)
*%*%*%2%1%1%-%1%2%4%8%3%-%1%1%

524710317414362942822232413354376NET: Satisfied
85%86%88%90%85%88%92%87%90%88%85%90%91%88%88%

*26-*8441*-**78NET: Dissatisfied
1%3%5%-%1%2%4%1%2%4%-%4%2%2%2%

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

Ofcom; Business Postal Tracker
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QOP1a. You said earlier that you also use [QV5c provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of mail, on a scale of 1
to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

*22**---2*-2----2Very Dissatisfied
*%1%2%*%1%-%-%-%1%5%-%5%-%-%-%-%1%

aab

3224*-1*4-1*-*3*6Fairly Dissatisfied
1%1%2%1%1%-%4%1%1%-%11%1%-%1%4%*%1%

acde

Neither Satisfied Nor
1319230444619-27949838Dissatisfied
6%10%2%11%18%12%13%16%6%-%17%15%13%5%10%6%9%

baaa

80754610915141613109131935302552167Fairly Satisfied
37%42%38%40%65%43%48%33%36%35%27%43%53%44%28%37%39%

ababf

11879701274151219160251721345278209Very Satisfied
55%44%57%46%15%44%36%50%54%61%43%37%31%50%58%55%49%

aaeeeddede

Don't Know (DO NOT READ
22-4-*--4-*-1*-25OUT)
1%1%-%1%-%1%-%-%1%-%3%-%2%1%-%2%1%

198154116236182928322684935566478130376NET: Satisfied
91%86%95%86%80%88%83%83%90%95%70%80%85%93%87%92%88%

aeffef

3544*-1*6*12-*3*8NET: Dissatisfied
2%3%3%1%2%-%4%1%2%5%11%5%-%1%4%*%2%

acdad

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

Ofcom; Business Postal Tracker
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QOP1a. You said earlier that you also use [QV5c provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of mail, on a scale of 1
to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

22*2*2222222--2Very Dissatisfied
1%1%*%1%*%1%2%1%1%1%1%1%-%-%1%

432434244443216Fairly Dissatisfied
1%1%1%1%1%1%2%1%1%1%1%2%2%1%1%

Neither Satisfied Nor
3130737233017293727351661638Dissatisfied
10%10%6%9%8%9%12%9%9%10%9%10%7%9%9%

1251266016511713264138163120159703560167Fairly Satisfied
40%41%51%42%41%39%45%41%41%44%41%43%41%34%39%

a

1471454918414316655163189116187704295209Very Satisfied
47%47%41%46%50%49%39%48%47%42%48%44%48%54%49%

ec

Don't Know (DO NOT READ
341414-3444*225OUT)
1%1%1%1%*%1%-%1%1%1%1%*%2%1%1%

27327010934926029811930135223634614076155376NET: Satisfied
87%87%92%88%90%88%85%89%88%86%88%87%89%89%88%

752737577675218NET: Dissatisfied
2%2%2%2%1%2%3%2%2%2%2%3%2%1%2%

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

Ofcom; Business Postal Tracker
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QOP1a. You said earlier that you also use [QV5c provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of mail, on a scale of 1
to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

2-**2*-222222--2Very Dissatisfied
1%-%*%*%1%*%-%1%1%1%1%1%1%-%-%1%

221264-646463-16Fairly Dissatisfied
1%4%1%1%1%1%-%1%1%1%1%1%1%-%2%1%

Neither Satisfied Nor
2468143724-3833383138253638Dissatisfied
8%12%12%10%9%9%-%9%9%9%8%9%8%28%8%9%

120182964167116-167137165150165123326167Fairly Satisfied
39%38%41%44%40%42%-%39%38%39%40%40%40%24%36%39%

154233366204133-209180204185202154539209Very Satisfied
50%47%46%45%48%47%-%49%50%49%49%48%50%48%53%49%

Don't Know (DO NOT READ
4--152-545353-15OUT)
1%-%-%1%1%1%-%1%1%1%1%1%1%-%1%1%

2744161130371249-376317369335367276866376NET: Satisfied
90%85%87%88%88%89%-%88%88%88%89%88%89%72%89%88%

421284-878685-18NET: Dissatisfied
1%4%1%1%2%2%-%2%2%2%2%2%2%-%2%2%

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

Ofcom; Business Postal Tracker
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QOP1a. You said earlier that you also use [QV5c provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of mail, on a scale of 1
to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

2-*2-2-2*2-*22Very Dissatisfied
29%-%*%2%-%1%-%1%*%1%-%*%2%1%

c

6-2322-6241146Fairly Dissatisfied
71%-%1%2%6%1%-%1%2%1%1%2%3%1%

a

Neither Satisfied Nor
--2112422-3811271961338Dissatisfied
-%-%8%9%13%9%-%9%9%9%8%13%9%9%

-16795561296316439128932054167Fairly Satisfied
-%44%37%41%39%38%32%39%34%41%39%45%39%39%

-20913463131295204621481231766209Very Satisfied
-%56%53%46%42%51%62%49%53%48%51%40%47%49%

Don't Know (DO NOT READ
--31*2*4224-*5OUT)
-%-%1%1%1%1%6%1%2%1%2%-%*%1%

-37623011825225836810127521637120376NET: Satisfied
-%100%90%87%81%89%94%88%87%89%90%85%86%88%

8-2524-8261168NET: Dissatisfied
100%-%1%3%6%2%-%2%2%2%1%2%4%2%

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

Ofcom; Business Postal Tracker
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QOP1a. You said earlier that you also use [QV5c provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of mail, on a scale of 1
to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

---22Very Dissatisfied
-%-%-%2%1%

*2*46Fairly Dissatisfied
*%2%*%3%1%

Neither Satisfied Nor
9813738Dissatisfied

10%8%11%6%9%

38423948167Fairly Satisfied
40%42%33%42%39%

46466651209Very Satisfied
50%46%56%45%49%

Don't Know (DO NOT READ
-2*25OUT)
-%2%*%2%1%

848810599376NET: Satisfied
90%88%88%87%88%

*2*68NET: Dissatisfied
*%2%*%5%2%

bd

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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QOP1a. You said earlier that you also use [QV5c provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of mail, on a scale of 1
to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV5c provider]?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

4----2----2--4Very Dissatisfied
1%-%-%-%-%4%-%-%-%-%6%-%-%1%

8-**-22-11--29Fairly Dissatisfied
2%-%3%3%-%4%4%-%4%4%-%-%7%2%

Neither Satisfied Nor
2611246243**5229Dissatisfied
7%6%6%8%16%12%4%5%7%1%1%8%7%7%

13448510191331131014157151Fairly Satisfied
35%40%47%28%39%38%28%38%36%34%46%28%29%35%

j

153469721173217139289173Very Satisfied
40%48%35%50%30%41%36%39%48%44%30%51%35%41%

Don't Know (DO NOT READ
571224*13142557661OUT)
15%6%9%11%16%1%27%18%5%18%17%13%21%14%

hehklhh

28781415174030642923244317323NET: Satisfied
75%88%82%78%68%79%65%77%84%77%76%79%64%76%

g

12-**-42-112-213NET: Dissatisfied
3%-%3%3%-%8%4%-%4%4%6%-%7%3%

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

Ofcom; Business Postal Tracker
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

-22--422-----44Very Dissatisfied
-%3%2%-%-%1%2%1%-%-%-%-%-%1%1%

a

--45-9*9-----99Fairly Dissatisfied
-%-%3%3%-%2%*%3%-%-%-%-%-%2%2%

Neither Satisfied Nor
545164256232*-112729Dissatisfied
8%6%4%8%23%6%6%7%8%4%-%13%8%7%7%

a

2220486021494210981115143151Fairly Satisfied
36%36%41%31%10%36%41%34%32%26%45%22%35%36%35%

b

252139871016340133122128161173Very Satisfied
41%39%34%45%61%40%39%41%50%51%23%47%54%40%41%

aa

Don't Know (DO NOT READ
99182516012493111*5861OUT)

15%16%15%13%5%15%12%15%11%19%33%17%3%14%14%

bb

48418814712311822422032313303323NET: Satisfied
77%75%75%76%71%76%80%74%82%76%67%70%89%75%76%

a

-265-13311-----1313NET: Dissatisfied
-%3%5%3%-%3%3%3%-%-%-%-%-%3%3%

df
Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

-422----4--2--2-4Very Dissatisfied
-%2%2%1%-%-%-%-%1%-%-%5%-%-%2%-%1%

ba

8-62--2-7-1--1259Fairly Dissatisfied
4%-%5%1%-%-%5%-%3%-%11%-%-%2%2%3%2%

aabde

Neither Satisfied Nor
1116422344118*-25571029Dissatisfied
5%9%4%8%11%12%10%2%6%5%-%6%7%8%8%7%7%

6576321081591214101141635282640151Fairly Satisfied
30%42%26%40%64%27%36%35%34%35%29%36%52%41%29%29%35%

bbabcdabf

9761571013151120124*41610284667173Very Satisfied
45%34%46%37%13%44%33%51%42%5%33%37%16%41%52%48%41%

aeeedddd

Don't Know (DO NOT READ
3623203836544323717671961OUT)
17%13%17%14%11%17%15%11%14%55%28%16%25%9%7%13%14%

bcabc

16213789210182323342252833455673108323NET: Satisfied
75%76%73%77%78%71%69%87%76%40%62%73%68%82%81%76%76%

ff

8484--2-11-12-14513NET: Dissatisfied
4%2%7%1%-%-%5%-%4%-%11%5%-%2%4%3%3%

ad
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - 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 on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

44-4244444422-4Very Dissatisfied
1%1%-%1%1%1%3%1%1%1%1%1%2%-%1%

653977-79792169Fairly Dissatisfied
2%1%2%2%2%2%-%2%2%2%2%1%2%4%2%

eeee

Neither Satisfied Nor
21214281819822281926841729Dissatisfied
7%7%4%7%6%6%6%6%7%7%7%5%5%10%7%

1211145414611012465128146108143693543151Fairly Satisfied
39%37%45%37%38%37%46%38%36%39%37%43%41%25%35%

acfaa

1141195015412413442141158100155613080173Very Satisfied
36%38%42%39%43%40%30%41%39%37%40%38%35%46%41%

eeee

Don't Know (DO NOT READ
47478562749223956355419132861OUT)
15%15%7%14%9%15%16%12%14%13%14%12%16%16%14%

c

23523310330123425910726830320829913065123323NET: Satisfied
75%75%87%76%81%76%76%79%76%76%76%81%76%71%76%

ba

10831381141113111343613NET: Dissatisfied
3%3%2%3%3%3%3%3%3%4%3%2%4%4%3%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

22--42-444444--4Very Dissatisfied
1%4%-%-%1%1%-%1%1%1%1%1%1%-%-%1%

45*199-999794-29Fairly Dissatisfied
1%10%1%1%2%3%-%2%3%2%2%2%1%-%2%2%

ac

Neither Satisfied Nor
231482917-292629242925-*29Dissatisfied
7%2%6%5%7%6%-%7%7%7%6%7%8%-%1%7%

a

104212663150105-151124149132149106135151Fairly Satisfied
34%43%37%42%36%38%-%35%34%35%35%36%34%12%48%35%

c

125153351169110-173144167150165123629173Very Satisfied
41%30%47%35%40%39%-%40%40%40%40%40%40%54%39%41%

Don't Know (DO NOT READ
4867255937-6155615961494861OUT)
16%12%10%17%14%13%-%14%15%15%16%15%16%35%11%14%

2293559114320215-323268316282314229764323NET: Satisfied
75%73%84%77%76%77%-%76%74%75%75%75%74%65%86%76%

c

67*11311-13131311138-213NET: Dissatisfied
2%14%1%1%3%4%-%3%4%3%3%3%3%-%2%3%

acc
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

4--422-4-4--44Very Dissatisfied
49%-%-%3%6%1%-%1%-%1%-%-%3%1%

bac

2433*5-9453259Fairly Dissatisfied
22%1%1%2%2%2%-%2%3%2%1%4%4%2%

Neither Satisfied Nor
213196217-298211531129Dissatisfied

23%3%7%4%7%7%-%7%7%7%6%6%8%7%

*13510041687314838113871747151Fairly Satisfied
6%36%39%30%21%34%32%35%33%36%36%38%34%35%

-17010058141025167481241001852173Very Satisfied
-%45%39%42%45%40%62%40%42%40%41%41%38%41%

Don't Know (DO NOT READ
-543325640*6017443652061OUT)
-%14%13%19%19%16%6%14%15%14%15%10%14%14%

*30520098201898315862371873599323NET: Satisfied
6%81%78%72%66%75%94%75%74%76%78%80%71%76%

643727-134932913NET: Dissatisfied
71%1%1%5%7%3%-%3%3%3%1%4%6%3%

bc
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - 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 on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

---44Very Dissatisfied
-%-%-%3%1%

b

53-19Fairly Dissatisfied
6%3%-%1%2%

b

Neither Satisfied Nor
6117629Dissatisfied
6%11%6%5%7%

29374738151Fairly Satisfied
31%37%39%33%35%

40335347173Very Satisfied
43%33%44%41%41%

Don't Know (DO NOT READ
1316131861OUT)
14%16%11%16%14%

69709985323NET: Satisfied
74%70%84%74%76%

c

53-513NET: Dissatisfied
6%3%-%5%3%

bb
Columns Tested: 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 on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

*------*-----*Very Dissatisfied
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

7-**-2*-112--8Fairly Dissatisfied
2%-%3%3%-%4%*%-%4%4%6%-%-%2%

Neither Satisfied Nor
421*1413472145244Dissatisfied
11%7%3%8%16%25%8%9%5%5%12%10%7%10%

defjkm

137396111315331510111513156Fairly Satisfied
36%34%55%31%43%26%32%41%44%34%35%28%51%37%

bghjm

15965910231932151211307179Very Satisfied
42%59%30%50%42%45%40%39%44%39%36%54%28%42%

kk

Don't Know (DO NOT READ
37-22--991545440OUT)
10%-%9%9%-%-%20%11%4%18%11%8%14%9%

ehlhl

29691415213634663121224520334NET: Satisfied
78%93%85%81%84%71%72%80%87%73%71%82%79%78%

dghm

7-**-2**112--8NET: Dissatisfied
2%-%3%3%-%4%*%*%4%4%6%-%-%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 on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

*---*--***----*Very Dissatisfied
*%-%-%-%1%-%-%*%1%4%-%-%-%-%*%

-241-8*7*---*78Fairly Dissatisfied
-%3%4%1%-%2%*%2%1%-%-%-%1%2%2%

Neither Satisfied Nor
5982244011342**114244Dissatisfied
9%16%7%12%23%10%10%10%9%6%8%20%6%10%10%

ba

2820515651514311281115148156Fairly Satisfied
45%37%44%29%30%37%43%35%33%20%35%26%38%37%37%

aa

25174295717141138132127166179Very Satisfied
41%30%36%49%45%42%40%42%52%66%33%51%52%41%42%

bca

Don't Know (DO NOT READ
371218*406331*1**3940OUT)
5%13%10%9%2%10%6%10%5%4%24%3%2%10%9%

b

53379315112322842502132413314334NET: Satisfied
86%67%80%79%75%79%83%77%85%86%67%77%91%78%78%

ca

*241*8*7**--*78NET: Dissatisfied
*%3%4%1%1%2%*%2%1%4%-%-%1%2%2%

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

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 on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

----*---------*-*Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%-%-%-%-%*%-%*%

33-6---17-12-22-8Fairly Dissatisfied
2%2%-%2%-%-%-%2%2%-%11%5%-%3%2%-%2%

abda

Neither Satisfied Nor
2019930434628**663101844Dissatisfied
9%10%7%11%18%8%12%15%9%5%4%14%9%4%11%13%10%

66794210314131610102141637272644156Fairly Satisfied
30%44%34%38%62%39%48%27%34%35%30%37%56%39%29%31%37%

bababcef

10760591074141020131*41810314571179Very Satisfied
49%33%48%39%17%42%29%51%44%5%35%40%15%45%51%50%42%

aeceeddddd

Don't Know (DO NOT READ
21191227*442302321466840OUT)
9%10%10%10%2%11%11%5%10%55%21%4%20%8%7%6%9%

abeabce

173139101210182726302332834475872114334NET: Satisfied
80%77%83%77%79%81%77%78%78%40%65%77%71%84%80%81%78%

f

33-6*--17-12-22-8NET: Dissatisfied
2%2%-%2%1%-%-%2%2%-%11%5%-%3%2%-%2%

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

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

---*********--*Very Dissatisfied
-%-%-%*%*%*%*%*%*%*%*%*%-%-%*%

6528285588853-8Fairly Dissatisfied
2%2%2%2%1%2%3%1%2%3%2%3%4%-%2%

aa

Neither Satisfied Nor
3436942282917334233401352644Dissatisfied
11%12%8%11%10%8%12%10%11%12%10%8%6%15%10%

b

1181145515010813259128150105145673549156Fairly Satisfied
38%37%46%38%38%39%42%38%37%38%37%42%40%28%37%

aa

1191214815913013544145162100160613681179Very Satisfied
38%39%41%40%45%40%31%43%40%37%41%38%42%47%42%

eeee

Don't Know (DO NOT READ
3633438193517283927381571840OUT)
11%11%4%10%7%10%12%8%10%10%10%9%8%10%9%

c

23723510330923826710227331120530512871131334NET: Satisfied
76%76%87%78%83%79%73%80%78%75%78%80%82%75%78%

be

6528385588853-8NET: Dissatisfied
2%2%2%2%1%2%4%2%2%3%2%3%4%-%2%

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

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

*--**--*****---*Very Dissatisfied
*%-%-%*%*%-%-%*%*%*%*%*%-%-%-%*%

43**85-888785-18Fairly Dissatisfied
1%6%1%*%2%2%-%2%2%2%2%2%2%-%2%2%

c

Neither Satisfied Nor
3257184432-4439443844322444Dissatisfied
11%9%10%12%10%12%-%10%11%11%10%11%10%16%6%10%

108182863155103-156128154135154109133156Fairly Satisfied
35%37%40%43%37%37%-%37%35%37%36%37%35%12%45%37%

127203251175114-179152174158172133429179Very Satisfied
42%40%45%34%42%41%-%42%42%41%42%41%43%38%39%42%

Don't Know (DO NOT READ
3432153825-4034403840314640OUT)
11%7%3%11%9%9%-%9%10%10%10%10%10%35%8%9%

a

2353860113331217-334280327292325242562334NET: Satisfied
77%78%86%77%79%78%-%78%78%78%78%78%78%49%84%78%

43*185-888785-18NET: Dissatisfied
1%6%1%*%2%2%-%2%2%2%2%2%2%-%2%2%

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

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

*------*-*-*-*Very Dissatisfied
2%-%-%-%-%-%-%*%-%*%-%*%-%*%

4-4222-8163148Fairly Dissatisfied
46%-%2%1%6%1%-%2%1%2%1%1%3%2%

a

Neither Satisfied Nor
3192612129-4411332151844Dissatisfied

35%5%10%9%2%11%-%11%10%11%9%12%13%10%

114510142792215339116901352156Fairly Satisfied
17%38%39%31%22%36%27%37%34%38%37%30%37%37%

-17910363161096173511281022054179Very Satisfied
-%48%40%46%52%43%68%41%44%41%43%45%39%42%

Don't Know (DO NOT READ
-332217622*3913272451140OUT)
-%9%9%13%19%9%6%9%11%9%10%10%8%9%

13232031052320183269024419233106334NET: Satisfied
17%86%80%77%73%79%94%78%78%79%80%76%76%78%

4-4222-8163148NET: Dissatisfied
48%-%2%1%6%1%-%2%1%2%1%2%3%2%

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

Ofcom; Business Postal Tracker
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

--*-*Very Dissatisfied
-%-%*%-%*%

1*248Fairly Dissatisfied
1%*%2%3%2%

Neither Satisfied Nor
91611844Dissatisfied

10%16%9%7%10%

a

31404143156Fairly Satisfied
34%40%35%38%37%

46395242179Very Satisfied
49%40%43%36%42%

Don't Know (DO NOT READ
64131840OUT)
6%4%11%16%9%

ccd

78799385334NET: Satisfied
83%80%78%74%78%

1*248NET: Dissatisfied
1%*%2%3%2%

Columns Tested: a,b,c,d

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 on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

2-**--2*-----3Very Dissatisfied
1%-%3%3%-%-%4%*%-%-%-%-%-%1%

m

7--1-4-2---*-7Fairly Dissatisfied
2%-%-%3%-%8%-%2%-%-%-%1%-%2%

m

Neither Satisfied Nor
3213268*43244237Dissatisfied
8%10%15%9%23%17%1%4%7%6%12%8%7%9%

gfg

12646471919311397146139Fairly Satisfied
33%45%33%21%27%38%40%38%36%32%24%25%23%33%

jjj

1804611131715392017153014201Very Satisfied
47%45%35%59%50%33%32%48%56%58%47%55%56%47%

ghkgg

Don't Know (DO NOT READ
36-21-2116*156439OUT)
9%-%13%6%-%4%23%7%1%4%17%12%14%9%

eldefhjlme

30581215193634713226224420340NET: Satisfied
80%90%69%80%77%71%72%86%92%90%71%80%79%80%

kkghkk

8-*1-422---*-10NET: Dissatisfied
2%-%3%6%-%8%4%3%-%-%-%1%-%2%

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

Ofcom; Business Postal Tracker
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Time of collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

*-3-*3*2**---33Very Dissatisfied
*%-%2%-%1%1%*%1%1%4%-%-%-%1%1%

a

1-24*7*71-*-*77Fairly Dissatisfied
1%-%2%2%2%2%*%2%2%-%5%-%3%2%2%

Neither Satisfied Nor
664212357302*-113637Dissatisfied

10%11%4%11%11%9%7%9%7%9%-%14%5%9%9%

b

152751475134419881124131139Fairly Satisfied
25%48%43%24%33%33%40%30%32%23%32%41%31%33%33%

adada

37214797719442159132128188201Very Satisfied
60%37%40%50%41%47%41%49%54%57%50%40%58%47%47%

bc

Don't Know (DO NOT READ
22102523711281****3839OUT)
4%4%9%13%12%9%11%9%5%7%13%5%3%9%9%

cdb

52479814312328832572132413319340NET: Satisfied
84%85%84%74%74%80%82%79%85%80%82%81%89%79%80%

1-54*10191**-*910NET: Dissatisfied
2%-%4%2%3%2%1%3%3%4%5%-%3%2%2%

Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

2*2**--*2----**23Very Dissatisfied
1%*%2%*%1%-%-%1%1%-%-%-%-%1%*%2%1%

34-71*-24**2--227Fairly Dissatisfied
1%2%-%3%4%*%-%5%1%3%4%6%-%-%3%1%2%

d

Neither Satisfied Nor
1718531*8212711*9561537Dissatisfied
8%10%4%11%1%23%7%2%9%37%5%1%13%8%6%11%9%

babeee

60704189106112091-31232262937139Fairly Satisfied
28%39%34%33%45%19%34%51%31%-%26%28%49%38%32%26%33%

bdadabef

120676612011181916137162519314970201Very Satisfied
55%37%54%44%50%55%54%41%46%14%47%57%29%44%55%50%47%

addd

Don't Know (DO NOT READ
1420826-12-362246741539OUT)
6%11%6%9%-%2%5%-%12%47%18%9%9%10%4%10%9%

beb

180137108209222530362281938525778107340NET: Satisfied
83%76%88%77%95%74%88%92%77%14%73%85%78%82%87%76%80%

aadada

55281*-36**2-*2410NET: Dissatisfied
2%3%2%3%4%*%-%7%2%3%4%6%-%1%3%3%2%

d
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

33*333133231-23Very Dissatisfied
1%1%*%1%1%1%*%1%1%1%1%1%-%1%1%

7747564777734*7Fairly Dissatisfied
2%2%4%2%2%2%3%2%2%3%2%2%5%*%2%

a

Neither Satisfied Nor
2327636253010283618361341837Dissatisfied
7%9%5%9%9%9%7%8%9%7%9%8%5%10%9%

11410747137981175411713798133592654139Fairly Satisfied
36%35%40%34%34%35%39%34%34%36%34%37%31%31%33%

1411385818214415656166184120179743985201Very Satisfied
45%44%49%46%50%46%40%49%46%44%46%46%46%48%47%

e

Don't Know (DO NOT READ
26283331426161933283310121639OUT)
8%9%2%8%5%8%12%6%8%10%9%6%14%9%9%

cddc

25424510531824227311028332121831213366138340NET: Satisfied
81%79%89%80%84%81%78%83%80%80%80%83%76%79%80%

b

995108951010101044210NET: Dissatisfied
3%3%4%2%3%3%4%3%2%3%2%3%5%1%2%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

12*133-333133--3Very Dissatisfied
*%4%1%*%1%1%-%1%1%1%*%1%1%-%-%1%

c

6**274-777773-47Fairly Dissatisfied
2%1%1%2%2%2%-%2%2%2%2%2%1%-%5%2%

c

Neither Satisfied Nor
3124103722-373437343730-337Dissatisfied
10%5%6%7%9%8%-%9%9%9%9%9%10%-%4%9%

10214225813999-139113137121137103324139Fairly Satisfied
33%29%31%40%33%35%-%33%31%33%32%33%33%29%33%33%

137263865199134-201178198181196144638201Very Satisfied
45%54%53%44%47%48%-%47%49%47%48%47%46%52%52%47%

Don't Know (DO NOT READ
2946113518-3927373237272439OUT)
10%8%8%7%8%6%-%9%7%9%9%9%9%19%6%9%

2394160123339233-340291335302333247963340NET: Satisfied
78%83%85%84%80%83%-%80%80%80%80%80%80%81%85%80%

7213107-1010108106-410NET: Dissatisfied
2%4%1%2%2%3%-%2%3%2%2%2%2%-%5%2%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

1-2*-2-321-2*3Very Dissatisfied
14%-%1%*%-%1%-%1%2%*%-%6%*%1%

aac

-261*5-7254127Fairly Dissatisfied
-%1%2%1%*%2%-%2%2%2%2%2%2%2%

Neither Satisfied Nor
*26258316-3713252141337Dissatisfied
4%7%10%6%11%6%-%9%11%8%9%8%9%9%

41238446774213731108791445139Fairly Satisfied
44%33%33%34%22%29%21%33%27%35%33%33%33%33%

119411769171305196601411072268201Very Satisfied
16%52%46%50%54%51%61%47%52%45%45%51%49%47%

Don't Know (DO NOT READ
231211342623783129*1039OUT)

22%8%8%9%13%10%18%9%7%10%12%*%7%9%

b

53172011152420473339124918737114340NET: Satisfied
60%84%79%84%76%80%82%80%79%80%78%84%82%80%

1282*7-104643310NET: Dissatisfied
14%1%3%1%*%3%-%2%4%2%2%8%2%2%

c
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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

2***3Very Dissatisfied
2%*%*%*%1%

--437Fairly Dissatisfied
-%-%4%2%2%

c

Neither Satisfied Nor
8129937Dissatisfied
8%12%7%8%9%

21393545139Fairly Satisfied
23%39%29%39%33%

dd

52436343201Very Satisfied
56%43%53%38%47%

aa

Don't Know (DO NOT READ
11681539OUT)
11%6%7%13%9%

73819888340NET: Satisfied
78%82%82%77%80%

2*5310NET: Dissatisfied
2%*%4%3%2%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

2--*-2*------3Very Dissatisfied
1%-%-%3%-%4%*%-%-%-%-%-%-%1%

2-**1--*-*---3Fairly Dissatisfied
*%-%3%3%5%-%-%*%-%1%-%-%-%1%

Neither Satisfied Nor
19**2*4423*24-22Dissatisfied
5%5%3%10%1%8%8%3%7%1%6%8%-%5%

113473917112613611128127Fairly Satisfied
30%43%40%19%38%34%25%32%36%19%35%22%31%30%

djdj

2114711142522482022133214234Very Satisfied
55%47%40%60%56%50%48%59%56%75%42%59%56%55%

ghklm

Don't Know (DO NOT READ
34*21-296*156437OUT)
9%5%13%6%-%4%20%7%1%4%17%12%14%9%

eejme

32581415244334743228244422361NET: Satisfied
85%90%81%79%94%83%72%90%92%94%77%81%86%85%

gggg

4-*112**-*---5NET: Dissatisfied
1%-%3%5%5%4%*%*%-%1%-%-%-%1%

m
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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

-2*--3-3*---*33Very Dissatisfied
-%4%*%-%-%1%-%1%1%-%-%-%1%1%1%

a

*1***2*2**-*-23Fairly Dissatisfied
1%2%*%*%1%1%*%1%1%4%-%4%-%1%1%

Neither Satisfied Nor
8239-225181--*12122Dissatisfied

12%4%3%5%-%5%4%5%4%-%-%7%4%5%5%

ab

132340525122339581125119127Fairly Satisfied
21%41%35%27%31%30%32%29%33%26%27%39%34%30%30%

add

3925631081122353181142128220234Very Satisfied
63%45%54%56%67%54%52%56%57%63%60%44%59%55%55%

c

Don't Know (DO NOT READ
221023*3711261****3637OUT)
4%4%8%12%2%9%11%8%4%7%13%5%2%9%9%

db

514710316016345862762232413339361NET: Satisfied
83%86%88%83%98%84%84%85%90%88%87%83%93%84%85%

aa

*41**5*5**-**55NET: Dissatisfied
1%6%1%*%1%1%*%1%2%4%-%4%1%1%1%

abd

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

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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

-1-1--2**--*-*-23Very Dissatisfied
-%*%-%*%-%-%6%1%*%-%-%*%-%1%-%2%1%

a

11-2*--*2*---*113Fairly Dissatisfied
1%1%-%1%1%-%-%1%1%5%-%-%-%1%1%1%1%

Neither Satisfied Nor
71531924-*161*-645622Dissatisfied
3%8%2%7%10%12%-%*%5%32%4%-%9%5%5%4%5%

bbbce

606235877891884*41332192336127Fairly Satisfied
28%35%28%32%31%26%27%48%28%3%29%30%48%27%26%26%30%

adabce

134837714013202119161162723395782234Very Satisfied
62%46%63%51%57%60%61%50%54%14%48%60%35%56%63%58%55%

aadddd

Don't Know (DO NOT READ
1418824-12-352246741337OUT)
6%10%6%9%-%2%5%-%12%47%18%9%8%10%5%9%9%

beb

1941451122262028303824511040555880119361NET: Satisfied
89%81%92%83%89%85%89%97%82%16%78%91%83%84%89%84%85%

aaa

12-3*-212*-*-1135NET: Dissatisfied
1%1%-%1%1%-%6%2%1%5%-%*%-%1%1%2%1%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

1*-331*333112-3Very Dissatisfied
*%*%-%1%1%*%*%1%1%1%*%*%2%-%1%

a

221323133231-23Fairly Dissatisfied
1%1%1%1%1%1%1%1%1%1%1%1%-%1%1%

Neither Satisfied Nor
2119522161581922152211*1122Dissatisfied
7%6%4%5%6%4%6%5%6%6%6%7%*%6%5%

bb

999444126861134710212685121532549127Fairly Satisfied
32%30%37%32%30%33%33%30%31%31%31%33%29%28%30%

1631686521316718170196215142213854699234Very Satisfied
52%54%55%54%58%53%50%58%54%52%54%53%54%56%55%

Don't Know (DO NOT READ
27273321426141732263210121437OUT)
9%9%3%8%5%8%10%5%8%10%8%7%14%8%9%

cddc

26226210933825329411729934122733513871148361NET: Satisfied
84%85%91%85%88%87%83%88%85%83%85%86%83%85%85%

321553155531225NET: Dissatisfied
1%1%1%1%2%1%1%2%1%2%1%1%2%1%1%

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

Ofcom; Business Postal Tracker
Table 68  (continuation)                                                                                                                                                                        Page 574

Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

3---33-333231--3Very Dissatisfied
1%-%-%-%1%1%-%1%1%1%1%1%*%-%-%1%

*21332-333332--3Fairly Dissatisfied
*%4%1%2%1%1%-%1%1%1%1%1%1%-%-%1%

c

Neither Satisfied Nor
192162213-221822172219-422Dissatisfied
6%5%1%4%5%5%-%5%5%5%4%5%6%-%5%5%

9314195612792-12710512611312695420127Fairly Satisfied
31%28%27%38%30%33%-%30%29%30%30%30%31%33%27%30%

163274471232151-234208231210229168545234Very Satisfied
53%56%62%48%55%54%-%55%57%55%56%55%54%48%61%55%

Don't Know (DO NOT READ
2846113418-3725353135252537OUT)
9%8%8%8%8%7%-%9%7%8%8%8%8%19%6%9%

2564163128360243-361312356323354263966361NET: Satisfied
84%84%90%87%86%87%-%85%86%85%86%85%85%81%89%85%

321355-555553--5NET: Dissatisfied
1%4%1%2%1%2%-%1%1%1%1%1%1%-%-%1%

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

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

1-**-*-3-3-123Very Dissatisfied
8%-%*%*%-%*%-%1%-%1%-%1%2%1%

c

*211-2-3*2**23Fairly Dissatisfied
4%*%*%1%-%1%-%1%*%1%*%1%1%1%

Neither Satisfied Nor
-10175211-221012137122Dissatisfied
-%3%7%4%8%4%-%5%9%4%6%16%1%5%

aaac

4108813757421263395711046127Fairly Satisfied
50%29%32%27%17%29%21%30%28%30%29%23%33%30%

122713781191415229641701282578234Very Satisfied
16%60%54%59%62%56%61%55%55%55%53%58%56%55%

Don't Know (DO NOT READ
229191342423682927*1037OUT)

22%8%8%9%13%9%18%9%7%9%11%*%7%9%

b

53352171172521573549726419935124361NET: Satisfied
66%89%85%86%80%85%82%85%84%85%83%81%89%85%

1221-3-5*5*145NET: Dissatisfied
12%*%1%1%-%1%-%1%*%2%*%2%3%1%

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

Ofcom; Business Postal Tracker
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Collection reliability (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

-2**3Very Dissatisfied
-%2%*%*%1%

11**3Fairly Dissatisfied
1%1%*%*%1%

Neither Satisfied Nor
775422Dissatisfied
7%7%4%3%5%

21373336127Fairly Satisfied
22%38%28%32%30%

d

53477361234Very Satisfied
57%47%61%53%55%

c

Don't Know (DO NOT READ
11681337OUT)
12%6%6%11%9%

748410697361NET: Satisfied
79%85%89%85%85%

13*15NET: Dissatisfied
1%3%*%1%1%

Columns Tested: a,b,c,d

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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

*-----*------*Very Dissatisfied
*%-%-%-%-%-%*%-%-%-%-%-%-%*%

5-*11--*1-2--6Fairly Dissatisfied
1%-%3%3%5%-%-%*%4%-%6%-%-%1%

Neither Satisfied Nor
2011**4223**6223Dissatisfied
5%10%9%3%2%8%4%2%7%1%*%12%7%5%

f

88344717615107119699Fairly Satisfied
23%28%26%22%27%34%12%18%28%23%35%17%23%23%

g

2315811172728562121133613256Very Satisfied
61%56%49%60%66%54%59%68%60%71%41%66%49%60%

k

Don't Know (DO NOT READ
38*22-2119*163543OUT)
10%5%13%12%-%4%24%11%1%4%18%5%21%10%

eebdehlm

31981315234534713128244618355NET: Satisfied
84%85%75%82%93%88%72%86%88%94%76%83%72%83%

gk

5-*11-**1-2--6NET: Dissatisfied
1%-%3%3%5%-%*%*%4%-%6%-%-%1%

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

Ofcom; Business Postal Tracker
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Availability of a daily collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

-*---*-**---*-*Very Dissatisfied
-%*%-%-%-%*%-%*%1%-%-%-%1%-%*%

*14-*523***--56Fairly Dissatisfied
*%2%3%-%1%1%2%1%1%4%5%-%-%1%1%

aa

Neither Satisfied Nor
43313*225181*-*12123Dissatisfied
7%5%2%7%2%5%4%6%5%6%-%8%4%5%5%

1120283939727737*1149299Fairly Satisfied
19%37%24%20%15%24%26%22%27%12%33%29%30%23%23%

ad

4128711161224454202142129242256Very Satisfied
67%51%60%60%71%60%53%62%56%57%29%48%62%60%60%

Don't Know (DO NOT READ
42112524115283111*4043OUT)
7%4%9%13%11%10%14%9%10%21%33%15%3%10%10%

bb

53499915514341802752021413335355NET: Satisfied
86%88%85%80%86%83%79%85%83%69%63%77%92%83%83%

a

*14-*623***-*56NET: Dissatisfied
*%3%3%-%1%1%2%1%2%4%5%-%1%1%1%

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

Ofcom; Business Postal Tracker
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Availability of a daily collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

-*-*----*--*----*Very Dissatisfied
-%*%-%*%-%-%-%-%*%-%-%*%-%-%-%-%*%

4132**1*4*---*236Fairly Dissatisfied
2%1%3%1%1%*%4%1%1%3%-%-%-%1%2%2%1%

Neither Satisfied Nor
712118*232151**5321023Dissatisfied
3%7%1%6%1%7%8%5%5%37%4%*%8%4%3%7%5%

b

444826677861365-3112418123199Fairly Satisfied
20%27%21%24%31%25%19%32%22%-%24%26%36%27%13%22%23%

abb

151918715514222223176163026406786256Very Satisfied
70%51%71%57%59%65%63%58%59%14%52%69%39%57%75%61%60%

aaddacdfd

Don't Know (DO NOT READ
102763221213723211861243OUT)
5%15%5%12%8%2%6%2%13%47%21%5%17%11%7%8%10%

bbbabee

195139113222213028352411942505879117355NET: Satisfied
90%78%92%81%91%90%82%91%81%14%75%95%75%84%88%83%83%

aaadfd

4133**1*4*-*-*236NET: Dissatisfied
2%1%3%1%1%*%4%1%1%3%-%*%-%1%2%2%1%

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

Ofcom; Business Postal Tracker
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Availability of a daily collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

*--***-*****--*Very Dissatisfied
*%-%-%*%*%*%-%*%*%*%*%*%-%-%*%

444424364343-36Fairly Dissatisfied
1%1%4%1%1%1%2%2%1%1%1%2%-%1%1%

ab

Neither Satisfied Nor
17168211310617211218921223Dissatisfied
5%5%7%5%5%3%4%5%5%5%5%5%3%7%5%

717436997088418699759641203899Fairly Satisfied
23%24%30%25%24%26%29%25%25%27%25%26%24%21%23%

18918365237186204762102401522369153108256Very Satisfied
60%59%55%60%65%60%54%62%60%56%60%56%61%62%60%

c

Don't Know (DO NOT READ
33316371732152037313717111543OUT)
11%10%5%9%6%9%11%6%9%12%9%11%12%8%10%

dd

25925710133525529211729733822733213273146355NET: Satisfied
83%83%85%84%89%86%83%87%85%83%85%82%85%83%83%

444424364343-36NET: Dissatisfied
1%1%4%1%1%1%2%2%1%1%1%2%-%1%1%

ab

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

Ofcom; Business Postal Tracker
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Availability of a daily collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

*---*--******--*Very Dissatisfied
*%-%-%-%*%-%-%*%*%*%*%*%*%-%-%*%

31*562-646464--6Fairly Dissatisfied
1%3%1%3%1%1%-%1%1%1%1%1%1%-%-%1%

a

Neither Satisfied Nor
174182314-231723172318-*23Dissatisfied
6%9%1%6%5%5%-%5%5%5%5%5%6%-%1%5%

a

781111429972-99819787976512499Fairly Satisfied
26%22%15%29%24%26%-%23%22%23%23%23%21%13%32%23%

c

173295580254169-256230253232251194843256Very Satisfied
56%59%78%55%60%61%-%60%64%60%62%60%63%68%58%60%

bc

Don't Know (DO NOT READ
3544113921-4329413641292743OUT)
11%8%5%8%9%8%-%10%8%10%9%10%9%19%9%10%

2513965123353242-355311350318348259967355NET: Satisfied
82%81%93%83%84%86%-%83%86%84%85%83%84%81%90%83%

bc

31*562-646464--6NET: Dissatisfied
1%3%1%3%1%1%-%1%1%1%1%1%1%-%-%1%

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

Ofcom; Business Postal Tracker
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Availability of a daily collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

*--*-*-*-*-*-*Very Dissatisfied
2%-%-%*%-%*%-%*%-%*%-%*%-%*%

1331-4-6*5**56Fairly Dissatisfied
18%1%1%1%-%2%-%1%*%2%*%1%4%1%

c

Neither Satisfied Nor
11314429-23914141723Dissatisfied
8%3%6%3%6%3%-%5%7%5%6%3%5%5%

2795930551-99237749123799Fairly Satisfied
28%21%23%22%17%20%-%24%19%25%21%28%27%23%

124615786181647249741821462780256Very Satisfied
16%65%62%63%58%65%82%60%64%59%61%62%58%60%

Don't Know (DO NOT READ
23422156242411132312943OUT)

28%9%9%11%19%10%18%10%9%10%13%5%7%10%

43262161162321673489625919539117355NET: Satisfied
44%87%85%85%75%85%82%83%83%83%81%90%84%83%

2332-4-6*6**56NET: Dissatisfied
20%1%1%1%-%2%-%1%*%2%*%1%4%1%

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

Ofcom; Business Postal Tracker
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Availability of a daily collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

--*-*Very Dissatisfied
-%-%*%-%*%

12126Fairly Dissatisfied
1%2%1%2%1%

Neither Satisfied Nor
557623Dissatisfied
5%5%6%5%5%

1437222699Fairly Satisfied
15%37%19%23%23%

abd

65488063256Very Satisfied
70%48%67%55%60%

acac

Don't Know (DO NOT READ
8891843OUT)
9%8%8%16%10%

798410289355NET: Satisfied
85%85%86%78%83%

12126NET: Dissatisfied
1%2%1%2%1%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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Availability of a daily collection (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

4----2-2-----4Very Dissatisfied
1%-%-%-%-%4%-%2%-%-%-%-%-%1%

4-*1*-2*-*-*26Fairly Dissatisfied
1%-%3%5%1%-%4%*%-%1%-%1%7%1%

m

Neither Satisfied Nor
50232411796*28257Dissatisfied
13%20%18%9%16%21%16%11%18%1%6%15%7%13%

ddddddd

10336510136269811146117Fairly Satisfied
27%31%36%25%39%26%13%32%25%27%35%26%22%27%

gg

184449112322372018132813202Very Satisfied
48%44%25%49%44%45%48%45%56%63%41%51%49%47%

kkkkkkk

Don't Know (DO NOT READ
35*32-298*354441OUT)
9%5%18%11%-%4%20%9%1%9%17%8%15%10%

eeem

28871014213628632926244218319NET: Satisfied
75%75%62%74%83%71%61%77%81%90%77%76%71%75%

gk

8-*1*222-*-*210NET: Dissatisfied
2%-%3%5%1%4%4%2%-%1%-%1%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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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

-2-2-4-4-----44Very Dissatisfied
-%4%-%1%-%1%-%1%-%-%-%-%-%1%1%

b

1*14*6511--**56Fairly Dissatisfied
1%1%1%2%2%1%5%*%3%-%-%8%3%1%1%

a

Neither Satisfied Nor
711152415611451*-*15557Dissatisfied

11%19%13%13%4%14%11%14%6%13%-%5%5%14%13%

bf

142138446111318691126108117Fairly Satisfied
23%37%33%23%38%27%31%26%36%17%38%37%39%27%27%

aa

36195196919340162112127190202Very Satisfied
59%35%43%50%54%47%39%50%47%59%49%35%47%47%47%

bccb

Don't Know (DO NOT READ
321223*4114272**113941OUT)
5%4%10%12%2%10%14%8%9%11%13%14%6%10%10%

51408914015304712482032312299319NET: Satisfied
82%72%76%72%91%74%70%76%82%76%87%73%86%74%75%

aa

1316*9541--**910NET: Dissatisfied
1%5%1%3%2%2%5%1%3%-%-%8%3%2%2%

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

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

-2-2--2-2------44Very Dissatisfied
-%1%-%1%-%-%6%-%1%-%-%-%-%-%-%3%1%

a

15151--*5*-1-*146Fairly Dissatisfied
1%3%1%2%2%-%-%*%2%5%-%1%-%1%1%3%1%

Neither Satisfied Nor
292311414845361171610101157Dissatisfied
13%13%9%15%18%23%13%12%12%32%5%16%24%15%12%8%13%

abf

515827826971679*41128251931117Fairly Satisfied
24%32%22%30%24%28%19%42%27%5%29%24%42%36%21%22%27%

acabeab

122707511712161916139*62217235381202Very Satisfied
56%39%61%43%51%48%56%41%47%11%48%49%25%34%60%57%47%

aaddcdcd

Don't Know (DO NOT READ
13228271*223622461061041OUT)
6%12%7%10%4%1%6%5%12%47%18%10%9%15%7%7%10%

b

173128102199172526322191932454872112319NET: Satisfied
80%71%83%73%75%76%75%83%74%16%77%73%67%69%81%79%75%

aa

16171-2*7*-1-*1810NET: Dissatisfied
1%4%1%3%2%-%6%*%2%5%-%1%-%1%1%6%2%

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

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

222442-4442-4-4Very Dissatisfied
1%1%2%1%1%1%-%1%1%1%*%-%5%-%1%

ac

443644146262*46Fairly Dissatisfied
1%1%3%1%1%1%1%1%1%1%2%1%1%2%1%

Neither Satisfied Nor
404218504244245250315024102157Dissatisfied
13%14%15%13%15%13%17%15%13%11%13%15%12%12%13%

87893911483104469711683113442447117Fairly Satisfied
28%29%33%29%29%31%33%28%29%30%29%28%28%27%27%

1541435418813815654164189125185793289202Very Satisfied
49%46%45%47%48%46%39%48%47%46%47%49%37%51%47%

eb

Don't Know (DO NOT READ
27302351630152035293512151341OUT)
9%10%2%9%6%9%11%6%9%10%9%7%18%8%10%

cddac

2412319330222126010126130520829912356137319NET: Satisfied
77%75%79%76%77%77%71%77%76%76%76%77%65%78%75%

bb

665108518106824410NET: Dissatisfied
2%2%4%2%3%2%1%2%2%2%2%1%5%2%2%

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

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

4---44-44444--24Very Dissatisfied
1%-%-%-%1%1%-%1%1%1%1%1%-%-%2%1%

c

5*1162-626266--6Fairly Dissatisfied
2%1%1%1%1%1%-%1%1%1%1%1%2%-%-%1%

Neither Satisfied Nor
40114255740-575457485741*957Dissatisfied
13%23%6%17%13%14%-%13%15%14%13%14%13%1%13%13%

a

906214811783-1179411511111584421117Fairly Satisfied
30%12%30%32%28%30%-%27%26%27%30%28%27%32%29%27%

bb

136283864200132-202179199177197151536202Very Satisfied
45%57%53%43%48%47%-%47%49%47%47%47%49%48%49%47%

Don't Know (DO NOT READ
304793719-4129393439282541OUT)
10%8%9%6%9%7%-%10%8%9%9%9%9%19%7%10%

2273359112317215-319272314288312235958319NET: Satisfied
74%69%83%76%75%77%-%75%75%75%77%75%76%80%78%75%

9*11106-106106106-210NET: Dissatisfied
3%1%1%1%2%2%-%2%2%2%2%2%2%-%2%2%

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

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

-22--2-4222-24Very Dissatisfied
-%*%1%-%-%1%-%1%2%1%1%-%2%1%

1433*6-6155116Fairly Dissatisfied
8%1%1%2%*%2%-%1%1%1%2%1%*%1%

Neither Satisfied Nor
1403813425-57134426102157Dissatisfied

18%11%15%9%13%10%-%14%11%14%11%22%15%13%

c

21017137667-1173087641043117Fairly Satisfied
28%27%28%27%18%27%-%28%26%28%26%22%31%27%

219512368171287195611411152263202Very Satisfied
22%52%48%50%55%50%82%47%53%45%48%50%45%47%

Don't Know (DO NOT READ
2331817425239932292941OUT)

24%9%7%12%13%10%18%9%8%10%12%5%7%10%

42971941052319573129122817831106319NET: Satisfied
50%79%76%77%74%77%82%75%79%73%74%72%76%75%

1653*8-103761310NET: Dissatisfied
8%2%2%2%*%3%-%2%3%2%3%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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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

-2-24Very Dissatisfied
-%2%-%2%1%

*1226Fairly Dissatisfied
*%1%2%2%1%

Neither Satisfied Nor
810211757Dissatisfied
9%10%18%15%13%

22382037117Fairly Satisfied
23%38%17%32%27%

bdb

53426542202Very Satisfied
57%42%55%37%47%

aca

Don't Know (DO NOT READ
106101541OUT)
11%6%9%13%10%

75808579319NET: Satisfied
80%80%71%69%75%

*32410NET: Dissatisfied
*%3%2%4%2%

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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Latest collection time (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

1-----*--*-*-1Very Dissatisfied
*%-%-%-%-%-%*%-%-%1%-%1%-%*%

6--*-2--1--2-6Fairly Dissatisfied
1%-%-%1%-%4%-%-%4%-%-%4%-%1%

Neither Satisfied Nor
15**112261--2-16Dissatisfied
4%2%3%3%6%4%4%7%4%-%-%4%-%4%

41221452113*92445Fairly Satisfied
11%18%11%4%16%9%5%14%9%1%29%4%14%11%

djd

602143291311744766Very Satisfied
16%16%6%19%11%5%20%16%30%23%12%7%28%15%

bhkmhk

Don't Know (DO NOT READ
26061314174033521922184315293OUT)
68%64%80%73%67%78%71%64%54%76%59%79%57%69%

eee

10133477122414713711111NET: Satisfied
26%34%18%23%27%14%25%29%39%23%41%12%43%26%

bbbhk

6--*-2*-1*-2-6NET: Dissatisfied
2%-%-%1%-%4%*%-%4%1%-%4%-%1%

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

Ofcom; Business Postal Tracker
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Account management (if applicable) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

1*--****1--**-1Very Dissatisfied
1%*%-%-%2%*%*%*%3%-%-%4%3%-%*%

aaa

*-23-6-6*---*66Fairly Dissatisfied
*%-%2%2%-%1%-%2%*%-%-%-%1%1%1%

Neither Satisfied Nor
82242144121**-11516Dissatisfied

12%4%2%2%12%3%4%4%4%4%10%-%4%4%4%

aba

871416*4510354***34145Fairly Satisfied
13%13%12%8%3%11%10%11%16%4%17%5%22%10%11%

a

1212192336315514*1126266Very Satisfied
20%21%16%12%16%15%15%16%17%14%42%22%13%15%15%

Don't Know (DO NOT READ
3334801461128272221153138278293OUT)
53%62%68%76%67%69%71%68%59%78%31%69%57%69%69%

dcdbf

201932393108268581115103111NET: Satisfied
33%34%28%20%19%26%25%26%33%18%60%27%35%26%26%

aa

1*23*6*61--*166NET: Dissatisfied
1%*%2%2%2%1%*%2%3%-%-%4%4%1%1%

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

Ofcom; Business Postal Tracker
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Account management (if applicable) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

1*-11---**-*----1Very Dissatisfied
*%*%-%*%2%-%-%-%*%5%-%1%-%-%-%-%*%

a

41*6*---6--2-1-26Fairly Dissatisfied
2%1%*%2%*%-%-%-%2%-%-%5%-%2%-%2%1%

b

Neither Satisfied Nor
133510226*7***481316Dissatisfied
6%1%4%4%7%6%17%*%2%3%2%*%7%11%1%2%4%

aabbabe

34102023557425-1411481745Fairly Satisfied
15%5%16%9%21%15%19%10%8%-%7%8%16%6%9%12%11%

aaaa

461930358688362414810131566Very Satisfied
21%11%25%13%37%19%22%20%12%58%36%31%12%14%14%11%15%

aaaabcdabcd

Don't Know (DO NOT READ
1201476719972014272241724434668104293OUT)
55%82%55%73%32%61%41%69%75%35%55%54%65%66%76%74%69%

bbececeefef

792950581311141261251719142132111NET: Satisfied
37%16%41%21%58%33%42%31%20%58%43%39%28%21%23%23%26%

aaabdaabcabc

51*61---6*-3-1-26NET: Dissatisfied
2%1%*%2%3%-%-%-%2%5%-%6%-%2%-%2%1%

bd

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

Ofcom; Business Postal Tracker
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Account management (if applicable) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

11*11**11111--1Very Dissatisfied
*%*%*%*%*%*%*%*%*%*%*%*%-%-%*%

664644366662126Fairly Dissatisfied
2%2%4%1%1%1%2%2%1%2%1%1%2%1%1%

Neither Satisfied Nor
111571614169131612169-716Dissatisfied
4%5%6%4%5%5%7%4%4%4%4%5%-%4%4%

bb

33331741373714384330431572345Fairly Satisfied
11%11%14%10%13%11%10%11%11%11%11%9%9%13%11%

494813595149225360376023172366Very Satisfied
16%16%11%15%18%15%15%16%15%14%15%15%20%13%15%

Don't Know (DO NOT READ
214207772751812339322927518826611160120293OUT)
68%67%65%69%63%69%66%67%69%69%68%69%70%69%69%

8281301008886369110467104392446111NET: Satisfied
26%26%26%25%31%25%25%27%26%25%26%24%28%26%26%

664644466663126NET: Dissatisfied
2%2%4%2%1%1%3%2%2%2%2%2%2%1%1%

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

Ofcom; Business Postal Tracker
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Account management (if applicable) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

****11-111111--1Very Dissatisfied
*%1%*%*%*%*%-%*%*%*%*%*%*%-%-%*%

6-*264-646666--6Fairly Dissatisfied
2%-%*%1%1%1%-%1%1%1%2%1%2%-%-%1%

Neither Satisfied Nor
12226168-161216141692416Dissatisfied
4%4%3%4%4%3%-%4%3%4%4%4%3%19%5%4%

28108174537-45454543453211045Fairly Satisfied
9%20%12%12%11%13%-%11%12%11%11%11%10%12%14%11%

c

371118266451-66636660665121466Very Satisfied
12%22%26%18%15%18%-%15%17%16%16%16%16%15%19%15%

c

Don't Know (DO NOT READ
223264295289179-293238286253284212646293OUT)
73%54%59%64%69%64%-%69%66%68%67%68%68%54%62%69%

ab

6520264410988-11110811110311183324111NET: Satisfied
21%42%37%30%26%32%-%26%30%26%27%27%27%27%33%26%

cc

6**264-646666--6NET: Dissatisfied
2%1%*%2%1%1%-%1%1%2%2%2%2%-%-%1%

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

Ofcom; Business Postal Tracker
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Account management (if applicable) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

*-**-1-1**-1-1Very Dissatisfied
4%-%*%*%-%*%-%*%*%*%-%2%-%*%

c

*36*-3-6-6--66Fairly Dissatisfied
1%1%2%*%-%1%-%1%-%2%-%-%4%1%

c

Neither Satisfied Nor
*11132*9-1621462716Dissatisfied
2%3%5%2%2%4%-%4%2%4%3%5%5%4%

-44348229243103520121345Fairly Satisfied
-%12%13%6%7%11%21%10%8%11%8%27%9%11%

aac

-623431539-6619473182666Very Satisfied
-%17%13%23%15%15%-%16%16%15%13%19%19%15%

b

Don't Know (DO NOT READ
725516994241727286852081822186293OUT)

93%68%66%69%76%68%79%68%73%67%76%48%62%69%

ab

-107683976721092982512040111NET: Satisfied
-%28%27%29%22%27%21%26%25%27%21%46%28%26%

ac

*361-4-6*6-166NET: Dissatisfied
5%1%2%*%-%2%-%2%*%2%-%2%4%1%

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

Ofcom; Business Postal Tracker
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Account management (if applicable) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

--*11Very Dissatisfied
-%-%*%*%*%

*-6-6Fairly Dissatisfied
*%-%5%-%1%

ac

Neither Satisfied Nor
451616Dissatisfied
4%5%1%5%4%

bb

1212111045Fairly Satisfied
13%12%9%9%11%

1216211766Very Satisfied
13%16%17%15%15%

Don't Know (DO NOT READ
65668181293OUT)
69%66%68%71%69%

24283127111NET: Satisfied
26%28%26%24%26%

*-616NET: Dissatisfied
*%-%5%*%1%

ac

Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
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Account management (if applicable) (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

2-*--2---*---3Very Dissatisfied
1%-%3%-%-%4%-%-%-%1%-%-%-%1%

6--*--2211---7Fairly Dissatisfied
2%-%-%1%-%-%4%2%4%4%-%-%-%2%

Neither Satisfied Nor
28***16-45155*29Dissatisfied
7%2%3%3%5%12%-%5%15%5%17%8%1%7%

ggj

12035514191530771198134Fairly Satisfied
32%32%31%28%55%38%33%36%19%23%36%17%29%31%

b

21761013102327452218134018246Very Satisfied
57%65%57%68%40%45%59%54%63%62%41%74%70%58%

hh

Don't Know (DO NOT READ
7-1---22-12*-8OUT)
2%-%6%-%-%-%4%2%-%4%6%1%-%2%

33791518244343752925245026379NET: Satisfied
88%98%88%97%95%83%92%91%82%85%77%91%99%89%

eeh

9-**-22211---9NET: Dissatisfied
2%-%3%1%-%4%4%2%4%5%-%-%-%2%

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

Ofcom; Business Postal Tracker
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Trustworthiness of the provider (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

*2*--3*2*--*-33Very Dissatisfied
*%4%*%-%-%1%*%1%1%-%-%4%-%1%1%

a

2*23*6-7**--*67Fairly Dissatisfied
3%*%2%1%1%2%-%2%2%4%-%-%2%2%2%

Neither Satisfied Nor
57892277221--*12829Dissatisfied
8%13%7%4%12%7%7%7%4%-%-%7%5%7%7%

a

242228603131369891116125134Fairly Satisfied
38%39%24%31%18%32%35%30%37%26%40%29%41%31%31%

bb

3124751151123558187132127232246Very Satisfied
50%44%65%60%66%57%57%58%54%66%60%50%51%58%58%

cdc

Don't Know (DO NOT READ
**36*8*81*-**88OUT)
*%*%2%3%3%2%*%3%3%4%-%10%1%2%2%

544610417614365942852232413357379NET: Satisfied
88%83%89%91%85%89%92%88%91%92%100%79%93%89%89%

2223*9*91*-**99NET: Dissatisfied
4%4%2%1%1%2%*%3%2%4%-%4%2%2%2%

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

Ofcom; Business Postal Tracker
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Trustworthiness of the provider (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

1-***-2-**-----33Very Dissatisfied
*%-%*%*%1%-%6%-%*%5%-%-%-%-%-%2%1%

a

4*22*-213--*21127Fairly Dissatisfied
2%*%2%1%1%-%5%3%1%-%-%1%3%2%2%1%2%

Neither Satisfied Nor
72222714-123136468229Dissatisfied
3%12%2%10%6%13%-%2%8%32%22%14%6%8%9%1%7%

bbcabdaaa

675737861011151186221233221350134Fairly Satisfied
31%32%31%31%45%34%45%28%29%47%20%27%49%32%14%35%31%

bcefbb

136978015311181525177172624406583246Very Satisfied
63%54%65%56%47%53%44%65%59%16%56%58%37%58%73%59%58%

ddacdd

Don't Know (DO NOT READ
24*6---*8-*-3*228OUT)
1%2%*%2%-%-%-%1%3%-%2%-%5%1%2%2%2%

203153117239212930362633938576278132379NET: Satisfied
94%86%96%87%92%87%89%94%88%63%76%86%86%89%87%94%89%

aaf

4*22*-414*-*21149NET: Dissatisfied
2%*%2%1%2%-%11%3%1%5%-%1%3%2%2%3%2%

ad

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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Trustworthiness of the provider (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

111331*332112-3Very Dissatisfied
*%*%1%1%1%*%*%1%1%1%*%*%2%-%1%

a

55-745357572137Fairly Dissatisfied
2%2%-%2%1%2%2%2%2%2%2%1%2%2%2%

Neither Satisfied Nor
282662915252121292429173929Dissatisfied
9%8%5%7%5%7%15%6%7%9%7%11%4%5%7%

abcdf

10397481271021104611612885126492063134Fairly Satisfied
33%31%40%32%35%32%32%34%32%31%32%31%23%36%31%

b

1721756322416319070190226151221905795246Very Satisfied
55%57%53%56%57%56%50%56%56%55%57%56%67%55%58%

Don't Know (DO NOT READ
561818*58682248OUT)
2%2%1%2%*%2%*%1%2%2%2%1%2%2%2%

27527211135126529911630635423634713977158379NET: Satisfied
88%88%94%88%92%88%82%90%88%86%89%86%90%91%89%

ee

661976389873339NET: Dissatisfied
2%2%1%2%2%2%2%2%2%3%2%2%4%2%2%

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

Ofcom; Business Postal Tracker
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Trustworthiness of the provider (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

2-1133-333331--3Very Dissatisfied
1%-%1%*%1%1%-%1%1%1%1%1%*%-%-%1%

231*75-757573-27Fairly Dissatisfied
1%6%2%*%2%2%-%2%1%2%1%2%1%-%2%2%

c

Neither Satisfied Nor
212672915-2926292629235329Dissatisfied
7%5%8%5%7%5%-%7%7%7%7%7%7%47%4%7%

101141959132101-13411713212413094*26134Fairly Satisfied
33%28%27%40%31%36%-%31%32%31%33%31%30%1%35%31%

b

171304378242151-245204240212240184643246Very Satisfied
56%61%61%53%58%54%-%58%57%57%56%58%59%52%58%58%

Don't Know (DO NOT READ
8--384-868785-18OUT)
3%-%-%2%2%2%-%2%2%2%2%2%2%-%1%2%

2724363137374253-379321372336370278669379NET: Satisfied
89%89%89%93%89%90%-%89%89%89%89%89%90%53%93%89%

432198-989894-29NET: Dissatisfied
1%6%3%1%2%3%-%2%2%2%2%2%1%-%2%2%

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

Ofcom; Business Postal Tracker
Table 72  (continuation)                                                                                                                                                                        Page 603

Trustworthiness of the provider (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

1-**-1-312-*33Very Dissatisfied
8%-%*%*%-%*%-%1%1%1%-%*%2%1%

c

*-42-5-7251327Fairly Dissatisfied
5%-%1%1%-%2%-%2%2%2%1%8%1%2%

ac

Neither Satisfied Nor
513227215-297221711129Dissatisfied

65%4%9%5%6%6%-%7%6%7%7%3%8%7%

*12081391068213228105721348134Fairly Satisfied
6%32%32%29%31%27%21%32%24%34%30%30%34%31%

124114684191606239711741412676246Very Satisfied
16%64%57%62%63%63%73%57%62%56%59%59%55%58%

Don't Know (DO NOT READ
-234*4*8628--8OUT)
-%1%1%3%*%2%6%2%5%1%3%-%-%2%

aa

236122712429228837110028021439123379NET: Satisfied
22%96%89%90%94%90%94%89%86%90%89%89%89%89%

1-42-6-9271459NET: Dissatisfied
13%-%1%1%-%2%-%2%2%2%1%8%3%2%

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

Ofcom; Business Postal Tracker
Table 72  (continuation)                                                                                                                                                                        Page 604

Trustworthiness of the provider (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

-3-*3Very Dissatisfied
-%3%-%*%1%

4-*27Fairly Dissatisfied
5%-%*%2%2%

bc

Neither Satisfied Nor
5391329Dissatisfied
6%3%7%11%7%

c

23472737134Fairly Satisfied
24%47%23%32%31%

abd

61438160246Very Satisfied
65%43%68%53%58%

cac

Don't Know (DO NOT READ
-4238OUT)
-%4%2%2%2%

849010897379NET: Satisfied
90%91%91%85%89%

43*29NET: Dissatisfied
5%3%*%2%2%

b
Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
Table 72  (continuation)                                                                                                                                                                        Page 605

Trustworthiness of the provider (QOP2. As a recipient and sender of mail, how would you rate the performance of [QV5c provider] in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

2--*-*--**2--3Very Dissatisfied
1%-%-%1%-%1%-%-%1%1%6%-%-%1%

7*--1--411---8Fairly Dissatisfied
2%5%-%-%5%-%-%4%4%4%-%-%-%2%

Neither Satisfied Nor
271-*111-5-124228Dissatisfied
7%7%-%1%6%21%-%7%-%5%6%8%7%6%

efgjkm

8423551951712768695Fairly Satisfied
22%26%19%29%21%38%10%21%33%25%18%14%22%22%

gbgg

24561213172140522218203916276Very Satisfied
64%61%72%70%67%41%86%64%63%61%65%71%64%65%

hhhdefhlmhh

Don't Know (DO NOT READ
15-2---24-124217OUT)
4%-%9%-%-%-%4%5%-%4%6%8%7%4%

jj

33081518224045693425264622371NET: Satisfied
86%88%91%99%89%79%96%84%96%85%83%85%86%87%

bdfhlmhh

10*-*1*-4112--11NET: Dissatisfied
3%5%-%1%5%1%-%4%4%5%6%-%-%2%

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

Ofcom; Business Postal Tracker
Table 73                                                                                                                                                                                        Page 606

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 on a 5 point scale where 1 is very dissatisfied and 5
is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

*2**-3*21--*123Very Dissatisfied
*%3%*%*%-%1%*%1%3%-%-%4%4%*%1%

aaa

231126*7-----88Fairly Dissatisfied
4%6%1%1%11%2%*%2%-%-%-%-%-%2%2%

aa

Neither Satisfied Nor
10827*272251-***2728Dissatisfied
16%14%2%4%1%7%2%8%3%-%5%6%2%7%6%

ababb

141230403932966811258895Fairly Satisfied
23%21%26%21%16%23%29%20%32%17%37%42%32%22%22%

aa

3431781331226466210143129262276Very Satisfied
56%55%67%69%71%65%65%65%59%75%58%42%60%65%65%

d

Don't Know (DO NOT READ
1*411*164131*-**1617OUT)
1%1%4%6%2%4%4%4%3%8%-%6%1%4%4%

484210917314357952762232413349371NET: Satisfied
78%77%93%90%87%87%93%85%91%92%95%83%93%87%87%

cdcda

3512291101--*11011NET: Dissatisfied
4%9%1%1%11%2%1%3%3%-%-%4%4%2%2%

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

Ofcom; Business Postal Tracker
Table 73  (continuation)                                                                                                                                                                        Page 607

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 on a 5 point scale where 1 is very dissatisfied and 5
is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

12*2**--2*-*-*2-3Very Dissatisfied
*%1%*%1%1%1%-%-%1%5%-%*%-%*%2%-%1%

3415--214--421-18Fairly Dissatisfied
1%2%1%2%-%-%7%3%1%-%-%8%3%2%-%1%2%

aab

Neither Satisfied Nor
16111016410139*-61027228Dissatisfied
7%6%8%6%19%30%4%8%3%3%-%12%16%3%8%2%6%

aabcafacfa

45412561113118631691719143095Fairly Satisfied
21%23%21%22%48%9%31%20%21%32%49%20%25%27%15%21%22%

abddabcde

1451158117872020262022624344664100276Very Satisfied
67%64%66%65%33%60%58%68%68%61%47%53%51%66%72%71%65%

eeeedefdef

Don't Know (DO NOT READ
78410---*16-*3312817OUT)
3%4%3%4%-%-%-%1%5%-%3%6%5%1%2%6%4%

1911561072391823303426641233516578130371NET: Satisfied
88%87%87%88%80%69%90%88%89%93%97%73%77%94%87%92%87%

ddddedeede

4528**217*-4212111NET: Dissatisfied
2%3%1%3%1%1%7%3%2%5%-%8%3%2%2%1%2%

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

Ofcom; Business Postal Tracker
Table 73  (continuation)                                                                                                                                                                        Page 608

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 on a 5 point scale where 1 is very dissatisfied and 5
is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

23132223333*2*3Very Dissatisfied
1%1%*%1%1%1%2%1%1%1%1%*%2%*%1%

46*8786785853-8Fairly Dissatisfied
1%2%*%2%2%2%4%2%2%2%2%3%3%-%2%

aa

Neither Satisfied Nor
272513281724132528202620*828Dissatisfied
9%8%11%7%6%7%9%7%7%7%7%12%*%4%6%

ab

746829927480378393699038243195Fairly Satisfied
24%22%24%23%26%24%26%24%23%25%23%24%28%18%22%

19619573255182214782142571682539450129276Very Satisfied
63%63%62%64%63%63%55%63%64%61%65%59%58%74%65%

eebc

Don't Know (DO NOT READ
912312510491281238617OUT)
3%4%2%3%2%3%3%3%3%3%3%2%9%3%4%

c

27126310234725729411529735023734313373161371NET: Satisfied
86%85%86%87%89%87%82%87%87%87%88%82%85%92%87%

c

79111910891181165*11NET: Dissatisfied
2%3%1%3%3%3%6%3%3%3%3%4%5%*%2%

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

Ofcom; Business Postal Tracker
Table 73  (continuation)                                                                                                                                                                        Page 609

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 on a 5 point scale where 1 is very dissatisfied and 5
is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

12*133-333333--3Very Dissatisfied
*%4%*%*%1%1%-%1%1%1%1%1%1%-%-%1%

c

512288-888783228Fairly Dissatisfied
2%3%3%2%2%3%-%2%2%2%2%2%1%16%2%2%

Neither Satisfied Nor
191792817-282228252824-428Dissatisfied
6%3%10%6%7%6%-%6%6%7%7%7%8%-%5%6%

701115369575-95849487946542095Fairly Satisfied
23%22%21%25%23%27%-%22%23%22%23%22%21%32%26%22%

199334293271165-276229271239271206644276Very Satisfied
65%68%60%63%64%59%-%65%63%65%64%65%66%52%60%65%

Don't Know (DO NOT READ
11*471712-171617151410-417OUT)
4%1%6%5%4%4%-%4%4%4%4%3%3%-%6%4%

2704457129366240-371313364325364271964371NET: Satisfied
88%90%81%88%87%86%-%87%87%87%87%87%87%84%87%87%

53231111-111111101162211NET: Dissatisfied
2%6%3%2%3%4%-%2%3%3%3%3%2%16%2%2%

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

Ofcom; Business Postal Tracker
Table 73  (continuation)                                                                                                                                                                        Page 610

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 on a 5 point scale where 1 is very dissatisfied and 5
is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

21122*-3*2**23Very Dissatisfied
26%*%*%1%6%*%-%1%*%1%*%*%2%1%

a

-37--7-8-85-38Fairly Dissatisfied
-%1%3%-%-%3%-%2%-%3%2%-%2%2%

Neither Satisfied Nor
-14199214-28820145828Dissatisfied
-%4%7%7%8%6%-%7%7%6%6%12%6%6%

4806125452*95227348133595Fairly Satisfied
46%21%24%19%13%21%6%23%19%24%20%29%25%22%

226916391191718268801961612687276Very Satisfied
28%71%64%67%60%68%89%64%69%63%67%58%63%65%

Don't Know (DO NOT READ
-105948*1661112-417OUT)
-%3%2%7%13%3%6%4%5%3%5%-%3%4%

ba

634822411723223836310227020938122371NET: Satisfied
74%93%88%85%73%88%94%87%88%87%87%87%87%87%

b

237227-11*105*511NET: Dissatisfied
26%1%3%1%6%3%-%3%*%3%2%*%4%2%

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

Ofcom; Business Postal Tracker
Table 73  (continuation)                                                                                                                                                                        Page 611

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 on a 5 point scale where 1 is very dissatisfied and 5
is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

***23Very Dissatisfied
*%*%*%2%1%

12-58Fairly Dissatisfied
1%2%-%4%2%

b

Neither Satisfied Nor
9107228Dissatisfied
9%10%6%2%6%

aa

2319223195Fairly Satisfied
25%20%18%27%22%

56628870276Very Satisfied
60%62%74%61%65%

ad

Don't Know (DO NOT READ
462417OUT)
4%6%2%4%4%

7981110101371NET: Satisfied
85%82%92%88%87%

c

12*711NET: Dissatisfied
2%2%*%6%2%

b
Columns Tested: a,b,c,d

Ofcom; Business Postal Tracker
Table 73  (continuation)                                                                                                                                                                        Page 612

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 on a 5 point scale where 1 is very dissatisfied and 5
is very satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
1291816231214828171311179186Unweighted total
1697710122413351412202513193Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1Fairly Dissatisfied
1%-%-%-%-%-%-%-%9%-%-%-%-%1%

Neither Satisfied Nor
1111*12-2---4213Dissatisfied
7%9%13%1%11%9%-%5%-%-%-%17%14%7%

5334*8112133375260Fairly Satisfied
32%37%53%5%64%45%14%36%22%24%36%18%16%31%

833172991788914794Very Satisfied
49%47%20%70%15%38%71%48%57%64%45%54%56%49%

Don't Know (DO NOT READ
20*1212242143224OUT)
12%7%15%24%11%9%15%11%12%12%18%11%14%13%

13665710201130111116189154NET: Satisfied
81%84%72%75%79%83%85%84%79%88%82%72%72%80%

1-------1----1NET: Dissatisfied
1%-%-%-%-%-%-%-%9%-%-%-%-%1%

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

Ofcom; Business Postal Tracker
Table 74                                                                                                                                                                                        Page 613

Daily delivery (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*c*baSignificance Level: 95%
42215073151716012645105921141186Unweighted total
3720508641894814582124184193Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1-1-1-----11Fairly Dissatisfied
-%-%-%2%-%1%-%1%-%-%-%-%-%1%1%

Neither Satisfied Nor
5-17*13310*---*1313Dissatisfied

12%-%2%9%3%7%6%7%3%-%-%-%5%7%7%

11121819*6015452**115860Fairly Satisfied
29%62%36%22%8%32%32%31%27%22%31%41%23%31%31%

1952544392217341*129094Very Satisfied
52%27%50%52%62%49%44%50%47%45%12%52%53%49%49%

Don't Know (DO NOT READ
22614123816211*12224OUT)
6%12%12%16%27%12%18%11%23%32%57%7%18%12%13%

3018436331513711861*23148154NET: Satisfied
82%88%86%74%70%80%77%81%74%68%43%93%76%80%80%

---1-1-1-----11NET: Dissatisfied
-%-%-%2%-%1%-%1%-%-%-%-%-%1%1%

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

Ofcom; Business Postal Tracker
Table 74  (continuation)                                                                                                                                                                        Page 614

Daily delivery (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*g*f*e*d*cbaSignificance Level: 95%
97675710714141519124-92626233666186Unweighted total

10664651058171820130-22426263877193Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------1----1--1Fairly Dissatisfied
-%-%-%-%-%-%-%-%1%-%-%-%-%5%-%-%1%

Neither Satisfied Nor
76210*4234--16*2413Dissatisfied
6%10%4%10%1%23%13%13%3%-%-%3%23%2%5%5%7%

32192130185739-17101162560Fairly Satisfied
30%29%33%28%17%48%30%33%30%-%37%30%38%44%17%32%31%

563136525561167-*16413283494Very Satisfied
53%49%55%49%66%28%37%53%52%-%20%67%15%48%73%44%49%

a

Don't Know (DO NOT READ
1285141*4*19-1-6*21424OUT)
11%12%8%13%16%1%20%1%15%-%43%-%24%1%6%19%13%

885057817131217106-12314243459154NET: Satisfied
83%78%88%77%83%76%67%86%81%-%57%97%52%92%89%76%80%

--------1----1--1NET: Dissatisfied
-%-%-%-%-%-%-%-%1%-%-%-%-%5%-%-%1%

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

Ofcom; Business Postal Tracker
Table 74  (continuation)                                                                                                                                                                        Page 615

Daily delivery (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1171256116912413956146169116164673977186Unweighted total
1221205317112514539150175109166694279193Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1-1--111-1-1Fairly Dissatisfied
-%-%-%1%-%1%-%-%1%1%1%-%3%-%1%

Neither Satisfied Nor
1185111195111191110-313Dissatisfied
9%7%9%6%9%6%12%8%6%8%6%14%-%4%7%

ab

384217574351155058385621112760Fairly Satisfied
31%35%32%33%34%35%38%33%33%35%34%30%26%35%31%

625728826372177585488135233594Very Satisfied
51%47%53%48%50%50%43%50%49%44%49%51%55%44%49%

Don't Know (DO NOT READ
1113320811314191417471424OUT)
9%11%5%12%7%8%7%9%11%12%10%5%16%18%13%

c

10199451391051233212514385137563462154NET: Satisfied
82%82%85%81%84%85%81%83%82%79%82%81%81%78%80%

---1-1--111-1-1NET: Dissatisfied
-%-%-%1%-%1%-%-%1%1%1%-%3%-%1%

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

Ofcom; Business Postal Tracker
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Daily delivery (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

c*bacba*fedcbac*b*aSignificance Level: 95%
130203571185138-185162184166183135-26186Unweighted total
135223467191138-193167189172187139-28193Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--11-11111---1Fairly Dissatisfied
-%6%-%-%1%1%-%1%1%1%1%1%-%-%-%1%

Neither Satisfied Nor
64361311-131313121111-213Dissatisfied
4%17%9%9%7%8%-%7%8%7%7%6%8%-%8%7%

43512186042-605160526041-860Fairly Satisfied
32%22%36%26%32%30%-%31%30%32%30%32%29%-%29%31%

68818359266-948190839073-1594Very Satisfied
51%37%52%52%48%48%-%49%48%48%48%48%52%-%53%49%

Don't Know (DO NOT READ
184192418-242124232415-324OUT)
13%18%3%13%13%13%-%12%13%13%13%13%11%-%11%13%

111133052152108-154131150135150113-23154NET: Satisfied
82%59%88%78%80%78%-%80%79%80%79%81%82%-%82%80%

-1--11-11111---1NET: Dissatisfied
-%6%-%-%1%1%-%1%1%1%1%1%-%-%-%1%

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

Ofcom; Business Postal Tracker
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Daily delivery (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*babac*baSignificance Level: 95%
31669962121036180571291051559186Unweighted total
217210562121155188561361052064193Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------1-11--1Fairly Dissatisfied
-%-%-%-%-%-%-%1%-%1%1%-%-%1%

Neither Satisfied Nor
174847-137642713Dissatisfied

31%4%4%14%33%6%-%7%12%5%4%9%11%7%

b

-523217129*6013473452060Fairly Satisfied
-%30%31%27%8%25%10%32%24%34%33%25%32%31%

-945928367490316451132794Very Satisfied
-%55%57%45%26%58%78%48%54%47%48%66%42%49%

Don't Know (DO NOT READ
1189941312461815-1024OUT)

69%11%8%15%33%11%12%13%11%13%14%-%15%13%

-1469144496415044111861848154NET: Satisfied
-%85%87%72%34%83%88%80%78%81%81%91%74%80%

a

-------1-11--1NET: Dissatisfied
-%-%-%-%-%-%-%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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Daily delivery (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
82104186Unweighted total
9399193Weighted total

---Very Dissatisfied
-%-%-%

1-1Fairly Dissatisfied
1%-%1%

Neither Satisfied Nor
7613Dissatisfied
8%6%7%

233760Fairly Satisfied
25%37%31%

514394Very Satisfied
55%43%49%

Don't Know (DO NOT READ
101424OUT)
11%14%13%

7580154NET: Satisfied
80%80%80%

1-1NET: Dissatisfied
1%-%1%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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Daily delivery (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
1291816231214828171311179186Unweighted total
1697710122413351412202513193Weighted total

4*-*---23----5Very Dissatisfied
3%7%-%5%-%-%-%5%18%-%-%-%-%3%

4***-2------25Fairly Dissatisfied
2%7%7%5%-%9%-%-%-%-%-%-%14%3%

Neither Satisfied Nor
382*137294292*41Dissatisfied
22%32%7%6%21%28%15%27%29%13%45%10%1%21%

62343875133657772Fairly Satisfied
37%46%53%35%64%28%42%36%23%52%27%28%56%37%

59*241851143516465Very Satisfied
35%7%26%42%12%35%42%32%30%24%27%63%28%34%

Don't Know (DO NOT READ
2*11**---1--*3OUT)
1%2%8%6%3%1%-%-%-%10%-%-%1%2%

121467915112489112311138NET: Satisfied
71%53%79%78%76%62%85%68%53%76%55%90%84%71%

81*1-2-23---211NET: Dissatisfied
5%14%7%10%-%9%-%5%18%-%-%-%14%6%

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

Ofcom; Business Postal Tracker
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Price of postage (QOP2. As a recipient and sender of mail, how would you rate the performance of ^f('QV5c')^ in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*c*baSignificance Level: 95%
42215073151716012645105921141186Unweighted total
3720508641894814582124184193Weighted total

-*14-542-----55Very Dissatisfied
-%2%3%4%-%3%7%1%-%-%-%-%-%3%3%

a

1-23-541-----55Fairly Dissatisfied
3%-%4%3%-%3%8%1%-%-%-%-%-%3%3%

a

Neither Satisfied Nor
75141614073521**13941Dissatisfied

18%25%28%18%21%21%14%24%27%39%16%20%27%21%21%

188163027016562***17072Fairly Satisfied
50%41%31%35%48%37%34%39%25%11%48%12%31%38%37%

1061831*6517483**126265Very Satisfied
28%31%35%36%11%34%35%33%34%6%36%41%42%34%34%

Don't Know (DO NOT READ
1**3131311-*-23OUT)
1%1%*%3%20%1%2%2%14%43%-%27%-%1%2%

a

291433612135331055*113133138NET: Satisfied
78%72%66%72%59%72%69%72%59%18%84%52%73%72%71%

1*36-1173-----1111NET: Dissatisfied
3%2%6%7%-%6%16%2%-%-%-%-%-%6%6%

a
Columns Tested: a,b,c,d,e,f - a,b - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*g*f*e*d*cbaSignificance Level: 95%
97675710714141519124-92626233666186Unweighted total

10664651058171820130-22426263877193Weighted total

2*2**-1-4----2125Very Dissatisfied
2%1%3%*%6%-%7%-%3%-%-%-%-%7%3%3%3%

41-5---24-*2--*25Fairly Dissatisfied
4%2%-%5%-%-%-%9%3%-%22%10%-%-%1%3%3%

Neither Satisfied Nor
16161221163*31-*46262341Dissatisfied
15%26%18%20%17%34%16%1%24%-%21%15%23%9%15%30%21%

402724434811743-171110142972Fairly Satisfied
37%43%36%41%48%47%60%35%33%-%42%32%43%38%36%38%37%

431827342331146-*10712161965Very Satisfied
41%28%42%32%25%19%17%53%36%-%15%43%28%46%43%25%34%

Don't Know (DO NOT READ
1112*--*3--*1**13OUT)
1%2%1%1%4%-%-%2%2%-%-%1%6%1%1%2%2%

83455177611131889-11818223049138NET: Satisfied
78%70%78%73%73%66%77%88%69%-%57%74%71%83%79%63%71%

6126*-127-*2-22411NET: Dissatisfied
6%2%3%6%6%-%7%9%5%-%22%10%-%7%5%6%6%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1171256116912413956146169116164673977186Unweighted total
1221205317112514539150175109166694279193Weighted total

1*221212222-245Very Dissatisfied
1%*%4%1%1%1%2%2%1%2%1%-%4%5%3%

33-335-33331235Fairly Dissatisfied
3%3%-%2%2%4%-%2%2%3%2%1%4%3%3%

Neither Satisfied Nor
2221133828336314124397102341Dissatisfied
18%17%24%22%23%23%15%21%24%22%23%10%25%30%21%

cc

475322664552145865406132142472Fairly Satisfied
38%44%41%39%36%36%35%39%37%37%37%47%34%31%37%

a

494116594751185461385828122465Very Satisfied
40%34%30%35%38%35%46%36%35%35%35%41%28%30%34%

Don't Know (DO NOT READ
*2*212*1222*213OUT)
*%1%1%1%1%1%1%1%1%2%1%*%4%1%2%

969438125921023211212678120612648138NET: Satisfied
78%78%71%73%74%71%82%75%72%72%72%88%62%61%71%

ab

4425471555514611NET: Dissatisfied
3%3%4%3%3%5%2%4%3%5%3%1%9%8%6%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

c*bacba*fedcbac*b*aSignificance Level: 95%
130203571185138-185162184166183135-26186Unweighted total
135223467191138-193167189172187139-28193Weighted total

31-454-545451--5Very Dissatisfied
2%6%-%6%3%3%-%3%2%3%2%3%1%-%-%3%

3*2-33-533333-25Fairly Dissatisfied
2%2%5%-%2%2%-%3%2%2%2%2%2%-%8%3%

Neither Satisfied Nor
3236174131-413641354128-241Dissatisfied
24%13%17%25%22%22%-%21%22%22%21%22%20%-%6%21%

48915257253-726670656855-1272Fairly Satisfied
36%39%44%38%38%39%-%37%39%37%38%37%40%-%42%37%

45911216546-655665626550-1265Very Satisfied
33%40%33%31%34%33%-%34%34%35%36%35%36%-%44%34%

Don't Know (DO NOT READ
3-**32-323332--3OUT)
2%-%1%*%2%1%-%2%1%2%1%2%1%-%-%2%

9318264613899-138122136126134105-24138NET: Satisfied
69%79%77%68%72%72%-%71%73%72%74%72%76%-%86%71%

622497-1179794-211NET: Dissatisfied
4%8%5%6%5%5%-%6%4%5%4%5%3%-%8%6%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*babac*baSignificance Level: 95%
31669962121036180571291051559186Unweighted total
217210562121155188561361052064193Weighted total

13**-1-5*54-25Very Dissatisfied
69%2%*%1%-%1%-%3%1%4%3%-%3%3%

-533-5-5-55--5Fairly Dissatisfied
-%3%2%4%-%4%-%3%-%4%5%-%-%3%

Neither Satisfied Nor
*342283221401229303841Dissatisfied
6%20%21%12%24%19%26%21%22%21%28%17%12%21%

a

*684027743*7228443573072Fairly Satisfied
25%40%38%43%58%38%10%38%50%32%34%37%46%37%

a

-59392324226314512992565Very Satisfied
-%35%38%37%18%36%43%34%25%37%27%46%39%34%

Don't Know (DO NOT READ
-211-212123-*3OUT)
-%1%1%2%-%2%22%1%3%1%3%-%*%2%

*128795098531354295641754138NET: Satisfied
25%75%76%80%76%74%52%72%75%70%61%83%85%71%

c

1833-6-11*109-211NET: Dissatisfied
69%5%3%5%-%5%-%6%1%7%8%-%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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
82104186Unweighted total
9399193Weighted total

145Very Dissatisfied
1%4%3%

415Fairly Dissatisfied
5%1%3%

Neither Satisfied Nor
221941Dissatisfied
23%19%21%

363672Fairly Satisfied
38%37%37%

293665Very Satisfied
31%36%34%

Don't Know (DO NOT READ
123OUT)
1%2%2%

6573138NET: Satisfied
69%73%71%

6511NET: Dissatisfied
6%5%6%

Columns Tested: 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 on a 5 point scale where 1 is very dissatisfied and 5 is very
satisfied?)
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Areas
DailyAmount / levelTrustworthinessAccountLatestAvailability ofCollectionTime ofDelivery consistency /Delivery time (when

deliveryof lost mailof the providermanagement (ifcollection timea dailyreliabilitycollectionreliability (e.g. arrivesyou receive your
applicable)collectionas promised consistently)mail delivery)

186441441441441441441441441441Unweighted total
193426426426426426426426426426Weighted total

-3314*33*4Very Dissatisfied
-%1%1%*%1%*%1%1%*%1%

1876663789Fairly Dissatisfied
1%2%2%1%1%1%1%2%2%2%

Neither Satisfied Nor
13282916572322374429Dissatisfied
7%6%7%4%13%5%5%9%10%7%

60951344511799127139156151Fairly Satisfied
31%22%31%11%27%23%30%33%37%35%

9427624666202256234201179173Very Satisfied
49%65%58%15%47%60%55%47%42%41%

Don't Know (DO NOT READ
24178293414337394061OUT)
13%4%2%69%10%10%9%9%9%14%

154371379111319355361340334323NET: Satisfied
80%87%89%26%75%83%85%80%78%76%

11196106510813NET: Dissatisfied
1%2%2%1%2%1%1%2%2%3%

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: 03/07/13



Areas
Price of
postage

186Unweighted total
193Weighted total

5Very Dissatisfied
3%

5Fairly Dissatisfied
3%

Neither Satisfied Nor
41Dissatisfied
21%

72Fairly Satisfied
37%

65Very Satisfied
34%

Don't Know (DO NOT READ
3OUT)
2%

138NET: Satisfied
71%

11NET: Dissatisfied
6%

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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

31181315213843713124204122348No Problems
81%89%79%82%84%74%92%86%88%80%65%74%86%82%

b

1812-12-4144-220Damaged mail / goods
5%6%12%-%5%4%-%4%4%14%11%-%7%5%

bgjmbgjm

17-11-224**45*19Amount of lost mail
4%-%6%4%-%4%4%5%1%1%12%8%1%4%

Delivery reliability
(e.g. arrives as

14-11-5-4--24-15promised)
4%-%4%4%-%9%-%4%-%-%6%8%-%4%

Lost or late delivery of
13---1-22*1*5213sent mail
3%-%-%-%5%-%4%2%1%4%*%8%7%3%

j

Delivery time (when you
receive your mail

10--*-222--22*11delivery)
3%-%-%3%-%4%4%2%-%-%6%4%1%2%

6-**-2**1*-2-7Collection reliability
2%-%3%3%-%4%*%*%4%1%-%4%-%2%

Wrong mail delivered /
our mail delivered

6*-*12-----2-6elsewhere
1%5%-%3%5%4%-%-%-%-%-%4%-%2%

5-**-2-----2-5Time of collection
1%-%1%3%-%4%-%-%-%-%-%4%-%1%

Trustworthiness of the
2----2-------2provider
1%-%-%-%-%4%-%-%-%-%-%-%-%*%

m

Account management (if
1-------1----1applicable)
*%-%-%-%-%-%-%-%4%-%-%-%-%*%

m

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
312324552273038674032233619441Unweighted total
38191719255147823529315526426Weighted total

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-*---2---2*-4Don't know / na
1%-%3%-%-%-%4%-%-%-%6%1%-%1%

12-**--*2-*28-13Other
3%-%3%3%-%-%*%2%-%1%6%15%-%3%

defghjkl

m
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

45359417314334892582032312327348No Problems
73%64%81%90%83%81%88%80%82%86%95%63%85%82%82%

cbcda

4476219417*--**2020Damaged mail / goods
6%7%6%3%11%5%4%5%2%-%-%4%2%5%5%

7633*185142-*111719Amount of lost mail
11%11%2%1%1%4%5%4%7%-%5%18%6%4%4%

abab

Delivery reliability
(e.g. arrives as

465*2145101--**1515promised)
7%11%4%*%11%3%5%3%3%-%-%5%3%4%4%

aaaa

Lost or late delivery of
2444*13*131*-**1213sent mail
3%7%3%2%2%3%*%4%4%10%-%6%2%3%3%

b

Delivery time (when you
receive your mail

2252*1028*---*1011delivery)
3%3%4%1%2%2%2%3%2%-%-%-%3%3%2%

2*33*7*6**-**67Collection reliability
3%*%2%1%1%2%*%2%2%4%-%4%1%2%2%

Wrong mail delivered /
our mail delivered

-213-6*6-----66elsewhere
-%4%1%2%-%2%*%2%-%-%-%-%-%2%2%

*-32*5*5*--**55Time of collection
1%-%2%1%2%1%*%1%2%-%-%2%2%1%1%

Trustworthiness of the
-2---2-2-----22provider
-%4%-%-%-%1%-%1%-%-%-%-%-%1%*%

ab

Account management (if
---1-1-1-----11applicable)
-%-%-%1%-%*%-%*%-%-%-%-%-%*%*%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

---------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f - a,b - 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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
91601131773940212431714721142785294441Unweighted total
6155117193174101023242532514402426Weighted total

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*4*4*4*--*-44Don't know / na
-%-%*%2%2%1%*%1%1%-%-%7%-%1%1%

1642-13*13*--**1313Other
1%11%4%1%-%3%*%4%1%-%-%4%1%3%3%

ad

Columns Tested: a,b,c,d,e,f - a,b - 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

168154942281226253025421027536179115348No Problems
78%86%77%83%54%80%74%77%85%58%79%62%80%88%89%82%82%

beeeeeee

71241532*213*16**3920Damaged mail / goods
3%6%3%6%14%5%1%5%4%5%12%13%*%1%3%7%5%

acdbcdd

16311734146**1843219Amount of lost mail
7%1%9%3%13%12%3%11%2%7%1%1%12%6%3%2%4%

aaaaaabe

Delivery reliability
(e.g. arrives as

7979-2238**6232215promised)
3%5%5%3%-%7%6%8%3%3%1%14%3%5%2%2%4%

abdf

Lost or late delivery of
121673-226-13*12613sent mail
5%1%5%3%14%-%6%5%2%-%4%7%*%2%2%4%3%

aadd

Delivery time (when you
receive your mail

7447*-226--24-2211delivery)
3%2%3%2%1%-%5%6%2%-%-%6%6%-%2%2%2%

c

42*7**-341-22*1-7Collection reliability
2%1%*%2%1%1%-%7%1%32%-%5%3%1%1%-%2%

aaa

Wrong mail delivered /
our mail delivered

5*322-121---51-*6elsewhere
2%*%3%1%9%-%4%5%*%-%-%-%7%2%-%*%2%

aaaabe

5-*5*--23--22*-*5Time of collection
2%-%*%2%1%-%-%5%1%-%-%6%3%*%-%*%1%

aaab

Trustworthiness of the
------2--------22provider
-%-%-%-%-%-%6%-%-%-%-%-%-%-%-%2%*%

a

Account management (if
1--1----1------11applicable)
1%-%-%*%-%-%-%-%*%-%-%-%-%-%-%1%*%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
2111971162913434324829383153746890117441Unweighted total
2171791232742333343929841244666989141426Weighted total

Wrong postage /
shortfall on incoming

-----------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22*4-*-*4---*-224Don't know / na
1%1%*%1%-%1%-%1%1%-%-%-%1%-%2%1%1%

13*953--28**22--813Other
6%*%7%2%12%-%-%5%3%5%4%5%3%-%-%6%3%

aaacdbbc

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

2432448531923327410626932221331812275147348No Problems
78%79%72%80%81%81%75%79%80%78%81%76%87%84%82%

ccc

201882012181119201419122720Damaged mail / goods
6%6%6%5%4%5%8%5%5%5%5%7%2%4%5%

18161119161881918161884719Amount of lost mail
6%5%9%5%6%5%5%5%5%6%5%5%4%4%4%

b

Delivery reliability
(e.g. arrives as

15137151213915151515132*15promised)
5%4%6%4%4%4%6%5%4%6%4%8%3%*%4%

aa

Lost or late delivery of
1398131194111313135*813sent mail
4%3%7%3%4%3%3%3%3%5%3%3%*%5%3%

b

Delivery time (when you
receive your mail

10831181081111111172211delivery)
3%3%2%3%3%3%6%3%3%4%3%4%2%1%2%

744737677676-*7Collection reliability
2%1%4%2%1%2%4%2%2%2%2%4%-%*%2%

ab

Wrong mail delivered /
our mail delivered

515666466465-*6elsewhere
2%*%4%2%2%2%3%2%2%1%2%3%-%*%2%

a

535535455555-15Time of collection
2%1%4%1%1%1%3%1%1%2%1%3%-%*%1%

ab

Trustworthiness of the
---22--222--2-2provider
-%-%-%1%1%-%-%1%1%1%-%-%2%-%*%

ac

Account management (if
-1-1----1-1--11applicable)
-%*%-%*%-%-%-%-%*%-%*%-%-%1%*%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
32033515141531035017335941731041016595175441Unweighted total
31331011939728833814134040027339116186175426Weighted total

Wrong postage /
shortfall on incoming

---------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

44-41413434**44Don't know / na
1%1%-%1%*%1%1%1%1%1%1%*%1%2%1%

111171311116111391362613Other
3%3%6%3%4%3%4%3%3%3%3%3%2%3%3%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

2633746115342223-347296340309338251860348No Problems
86%77%65%78%81%80%-%82%82%81%82%81%81%71%81%82%

a

8211102015-2019201820153420Damaged mail / goods
3%4%15%7%5%6%-%5%5%5%5%5%5%28%5%5%

bc

86581914-191319161912*619Amount of lost mail
3%12%7%5%4%5%-%4%4%4%4%4%4%1%8%4%

cc

Delivery reliability
(e.g. arrives as

11-571511-1513151115112215promised)
3%-%7%5%4%4%-%4%4%4%3%4%4%16%3%4%

Lost or late delivery of
3556139-1391371313--13sent mail
1%10%8%4%3%3%-%3%2%3%2%3%4%-%-%3%

cc

Delivery time (when you
receive your mail

56-3118-1111119116-411delivery)
1%12%-%2%3%3%-%2%3%3%2%3%2%-%6%2%

ac

43*373-767675-27Collection reliability
1%5%1%2%2%1%-%2%2%2%2%2%2%-%3%2%

c

Wrong mail delivered /
our mail delivered

42-566-666663-26elsewhere
1%4%-%3%2%2%-%2%2%2%2%2%1%-%3%2%

32-353-555553-35Time of collection
1%5%-%2%1%1%-%1%1%1%1%1%1%-%4%1%

c

Trustworthiness of the
2---22-22222---2provider
1%-%-%-%1%1%-%*%1%1%1%1%-%-%-%*%

Account management (if
1---11-111111--1applicable)
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

Availability of a daily
----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
3155074180436310-4403824363974353191277441Unweighted total
3064970147421280-4263614193764173101174426Weighted total

Wrong postage /
shortfall on incoming

----------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4--242-444344--4Don't know / na
1%-%-%2%1%1%-%1%1%1%1%1%1%-%-%1%

2295138-1371311139-413Other
1%4%13%3%3%3%-%3%2%3%3%3%3%-%5%3%

c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

3327214103262039339992492133498348No Problems
32%87%84%76%84%80%100%81%85%80%89%77%70%82%

ab

291110218-20317811120Damaged mail / goods
31%2%4%7%6%7%-%5%3%6%3%3%8%5%

c

213127210-19711531119Amount of lost mail
26%3%5%5%6%4%-%4%6%4%2%6%8%4%

c

Delivery reliability
(e.g. arrives as

39115*8-15*156*915promised)
32%2%4%3%1%3%-%4%*%5%2%1%7%4%

bc

Lost or late delivery of
-1049*9-13310*31013sent mail
-%3%2%7%1%4%-%3%3%3%*%7%7%3%

bcc

Delivery time (when you
receive your mail

424728-1156*2811delivery)
49%1%1%5%7%3%-%3%4%2%*%5%6%2%

bcc

*452-5-734*257Collection reliability
4%1%2%2%-%2%-%2%3%1%*%4%3%2%

cc

Wrong mail delivered /
our mail delivered

-633*5-6241236elsewhere
-%2%1%2%2%2%-%2%2%1%*%5%2%2%

c

-22312-533-*55Time of collection
-%1%1%2%2%1%-%1%2%1%-%1%3%1%

c

Trustworthiness of the
-------2-2--22provider
-%-%-%-%-%-%-%1%-%1%-%-%2%*%

c

Account management (if
-1-1---1-11--1applicable)
-%*%-%1%-%-%-%*%-%*%1%-%-%*%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babacbaSignificance Level: 95%
1038726413934263943212231926244126441Unweighted total
837625513731253941811631024044139426Weighted total

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-122-2-44*4--4Don't know / na
-%*%1%2%-%1%-%1%3%*%2%-%-%1%

a

1124926-1311361713Other
10%3%2%7%6%2%-%3%1%4%2%2%5%3%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

81739993348No Problems
87%74%84%82%82%

c

464620Damaged mail / goods
4%6%4%5%5%

2101519Amount of lost mail
2%10%1%5%4%

bd

Delivery reliability
(e.g. arrives as

-42915promised)
-%4%2%8%4%

bd

Lost or late delivery of
436*13sent mail
4%3%5%*%3%

aa

Delivery time (when you
receive your mail

22-611delivery)
2%2%-%5%2%

b

*3217Collection reliability
*%3%2%1%2%

Wrong mail delivered /
our mail delivered

132-6elsewhere
1%3%2%-%2%

a

*22*5Time of collection
1%2%2%*%1%

Trustworthiness of the
-2--2provider
-%2%-%-%*%

Account management (if
-1--1applicable)
-%1%-%-%*%

Availability of a daily
-----collection
-%-%-%-%-%

-----Latest collection time
-%-%-%-%-%

Wrong postage /
shortfall on incoming

-----mail - having to pay
-%-%-%-%-%

Columns Tested: 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
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Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
82104126129441Unweighted total
9399119115426Weighted total

Accessibility of the
sorting office / opening

-----hours
-%-%-%-%-%

Problems with  the Smart
-----Stamp online system
-%-%-%-%-%

--234Don't know / na
-%-%2%2%1%

2*8313Other
2%*%7%2%3%

c
Columns Tested: a,b,c,d
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All Respondents who use more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
553911374957710378Unweighted total
71143413411461114479Weighted total

1812-12-4144-220Damaged mail / goods
25%55%57%-%33%16%-%32%30%71%33%-%48%26%

17-11-224**45*19Amount of lost mail
24%-%30%24%-%16%46%33%4%7%34%33%4%24%

Delivery reliability
(e.g. arrives as

14-11-5-4--24-15promised)
20%-%16%20%-%35%-%32%-%-%16%30%-%20%

Lost or late delivery of
13---1-22*1*5213sent mail
19%-%-%-%33%-%50%17%4%23%1%33%48%17%

Delivery time (when you
receive your mail

10--*-222--22*11delivery)
14%-%-%14%-%16%46%16%-%-%16%17%4%13%

6-**-2**1*-2-7Collection reliability
9%-%13%14%-%16%4%1%30%3%-%15%-%9%

Wrong mail delivered /
our mail delivered

6*-*12-----2-6elsewhere
8%45%-%14%33%16%-%-%-%-%-%15%-%8%

5-**-2-----2-5Time of collection
6%-%3%14%-%16%-%-%-%-%-%17%-%7%

Trustworthiness of the
2----2-------2provider
3%-%-%-%-%16%-%-%-%-%-%-%-%3%

Account management (if
1-------1----1applicable)
2%-%-%-%-%-%-%-%30%-%-%-%-%2%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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: 03/07/13



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%
553911374957710378Unweighted total
71143413411461114479Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4-*---2---2*-4Don't know / na
6%-%13%-%-%-%46%-%-%-%16%2%-%6%

12-**--*2-*28-13Other
18%-%13%14%-%-%4%16%-%3%16%60%-%17%

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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*c*b*a*ba*ba*f*e*d*c*baSignificance Level: 95%
24152217672176125319125378Unweighted total
1720222037613664**227479Weighted total

4476219417*--**2020Damaged mail / goods
23%18%31%31%62%24%29%25%9%-%-%11%10%27%26%

7633*185142-*111719Amount of lost mail
41%31%12%14%5%24%40%20%39%-%100%49%37%23%24%

Delivery reliability
(e.g. arrives as

465*2145101--**1515promised)
25%30%23%1%62%18%40%16%15%-%-%13%20%20%20%

Lost or late delivery of
2444*13*131*-**1213sent mail

11%19%17%20%10%17%1%20%21%70%-%16%15%16%17%

Delivery time (when you
receive your mail

2252*1028*---*1011delivery)
13%9%20%11%11%13%19%12%11%-%-%-%22%14%13%

2*33*7*6**-**67Collection reliability
10%1%12%13%5%9%4%10%11%30%-%11%7%9%9%

Wrong mail delivered /
our mail delivered

-213-6*6-----66elsewhere
-%11%6%16%-%9%4%9%-%-%-%-%-%9%8%

*-32*5*5*--**55Time of collection
2%-%12%11%11%6%3%7%10%-%-%6%15%6%7%

Trustworthiness of the
-2---2-2-----22provider
-%11%-%-%-%3%-%3%-%-%-%-%-%3%3%

Account management (if
---1-1-1-----11applicable)
-%-%-%7%-%2%-%2%-%-%-%-%-%2%2%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

---------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 645

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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*c*b*a*ba*ba*f*e*d*c*baSignificance Level: 95%
24152217672176125319125378Unweighted total
1720222037613664**227479Weighted total

--*4*4*4*--*-44Don't know / na
-%-%1%21%11%5%4%6%7%-%-%19%-%5%6%

1642-13*13*--**1313Other
4%31%20%11%-%18%4%19%7%-%-%11%7%18%17%

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

Ofcom; Business Postal Tracker
Table 78  (continuation)                                                                                                                                                                        Page 646

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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

b*a*ba*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
45282746127910404715138112078Unweighted total
4825294510799442317138102679Weighted total

71241532*213*16**3920Damaged mail / goods
15%46%13%34%31%27%5%21%30%11%54%34%1%6%30%36%26%

16311734146**1843219Amount of lost mail
32%11%38%16%28%61%11%47%15%17%4%4%60%55%25%9%24%

Delivery reliability
(e.g. arrives as

7979-2238**6232215promised)
14%35%23%20%-%34%24%34%18%6%4%37%13%40%18%8%20%

Lost or late delivery of
121673-226-13*12613sent mail
24%6%21%16%31%-%22%23%13%-%20%18%2%16%19%24%17%

Delivery time (when you
receive your mail

7447*-226--24-2211delivery)
13%16%14%15%3%-%20%25%14%-%-%14%30%-%18%9%13%

42*7**-341-22*1-7Collection reliability
9%9%1%15%1%3%-%29%9%76%-%13%17%6%6%-%9%

Wrong mail delivered /
our mail delivered

5*322-121---51-*6elsewhere
10%2%11%5%20%-%15%23%2%-%-%-%35%16%-%2%8%

5-*5*--23--22*-*5Time of collection
11%-%*%11%3%-%-%23%6%-%-%14%16%1%-%2%7%

Trustworthiness of the
------2--------22provider
-%-%-%-%-%-%24%-%-%-%-%-%-%-%-%8%3%

Account management (if
1--1----1------11applicable)
3%-%-%3%-%-%-%-%3%-%-%-%-%-%-%5%2%

Availability of a daily
-----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

-----------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

b*a*ba*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
45282746127910404715138112078Unweighted total
4825294510799442317138102679Weighted total

Problems with  the Smart
-----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22*4-*-*4---*-224Don't know / na
4%9%1%9%-%7%-%4%8%-%-%-%4%-%21%7%6%

13*953--28**22--813Other
27%1%30%10%27%-%-%23%19%11%18%13%16%-%-%32%17%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbac*b*aSignificance Level: 95%
67663377586338717663734192678Unweighted total
706534785565357178607439112879Weighted total

201882012181119201419122720Damaged mail / goods
28%28%22%26%22%27%30%26%26%24%25%31%17%24%26%

18161119161881918161884719Amount of lost mail
26%25%33%24%30%28%22%26%24%27%25%21%33%25%24%

Delivery reliability
(e.g. arrives as

15137151213915151515132*15promised)
22%20%20%20%23%20%25%22%20%26%21%33%22%*%20%

Lost or late delivery of
1398131194111313135*813sent mail
19%14%23%17%20%14%10%16%17%22%18%13%1%29%17%

Delivery time (when you
receive your mail

10831181081111111172211delivery)
15%13%8%14%15%16%23%15%14%18%14%17%16%8%13%

744737677676-*7Collection reliability
10%6%13%9%6%10%18%10%9%11%9%17%-%2%9%

Wrong mail delivered /
our mail delivered

515666466465-*6elsewhere
7%1%14%8%12%9%12%8%8%6%8%12%-%2%8%

535535455555-15Time of collection
7%5%14%7%5%7%12%7%7%9%7%12%-%2%7%

Trustworthiness of the
---22--222--2-2provider
-%-%-%3%4%-%-%3%3%4%-%-%19%-%3%

Account management (if
-1-1----1-1--11applicable)
-%2%-%2%-%-%-%-%2%-%2%-%-%5%2%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

---------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbac*b*aSignificance Level: 95%
67663377586338717663734192678Unweighted total
706534785565357178607439112879Weighted total

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

44-41413434**44Don't know / na
6%7%-%6%1%7%2%4%6%4%6%1%4%13%6%

111171311116111391362613Other
15%16%21%16%20%17%18%16%17%15%17%14%19%21%17%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

c*b*acba*fedcbac*b*aSignificance Level: 95%
46824367757-78677869786131278Unweighted total
431124327956-79657966795931479Weighted total

8211102015-2019201820153420Damaged mail / goods
18%16%45%32%26%27%-%26%29%26%27%26%25%97%25%26%

86581914-191319161912*619Amount of lost mail
18%50%21%24%24%25%-%24%20%24%24%24%21%3%43%24%

Delivery reliability
(e.g. arrives as

11-571511-1513151115112215promised)
25%-%20%21%20%20%-%20%21%20%16%20%19%56%16%20%

Lost or late delivery of
3556139-1391371313--13sent mail
7%43%22%18%17%16%-%17%13%17%11%17%22%-%-%17%

Delivery time (when you
receive your mail

56-3118-1111119116-411delivery)
11%53%-%9%13%15%-%13%16%13%13%13%10%-%31%13%

43*373-767675-27Collection reliability
9%23%2%10%9%6%-%9%9%9%9%9%8%-%15%9%

Wrong mail delivered /
our mail delivered

42-566-666663-26elsewhere
10%19%-%15%8%12%-%8%10%8%10%8%5%-%15%8%

32-353-555553-35Time of collection
6%21%-%8%7%5%-%7%8%7%8%7%4%-%18%7%

Trustworthiness of the
2---22-22222---2provider
5%-%-%-%3%4%-%3%3%3%3%3%-%-%-%3%

Account management (if
1---11-111111--1applicable)
3%-%-%-%2%2%-%2%2%2%2%2%2%-%-%2%

Availability of a daily
----------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

----------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

----------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

c*b*acba*fedcbac*b*aSignificance Level: 95%
46824367757-78677869786131278Unweighted total
431124327956-79657966795931479Weighted total

Problems with  the Smart
----------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4--242-444344--4Don't know / na
10%-%-%7%6%4%-%6%6%6%4%6%7%-%-%6%

2295138-1371311139-413Other
5%16%38%15%17%15%-%17%10%17%17%17%16%-%28%17%

Columns Tested: 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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*ba*ba*c*baSignificance Level: 95%
8503935751-78195928133678Unweighted total
5494233550-79176127104179Weighted total

291110218-20317811120Damaged mail / goods
45%18%26%29%35%36%-%26%17%28%28%15%27%26%

213127210-19711531119Amount of lost mail
38%26%28%20%35%21%-%24%41%19%18%25%27%24%

Delivery reliability
(e.g. arrives as

39115*8-15*156*915promised)
48%18%26%14%4%17%-%20%2%25%21%5%23%20%

Lost or late delivery of
-1049*9-13310*31013sent mail
-%20%10%27%6%18%-%17%19%16%1%30%24%17%

Delivery time (when you
receive your mail

424728-1156*2811delivery)
72%4%9%21%45%17%-%13%26%10%1%21%20%13%

*452-5-734*257Collection reliability
5%8%11%7%-%9%-%9%20%6%2%16%11%9%

Wrong mail delivered /
our mail delivered

-633*5-6241236elsewhere
-%12%6%8%9%10%-%8%12%7%4%21%8%8%

-22312-533-*55Time of collection
-%5%5%9%12%5%-%7%15%4%-%3%12%7%

Trustworthiness of the
-------2-2--22provider
-%-%-%-%-%-%-%3%-%3%-%-%5%3%

Account management (if
-1-1---1-11--1applicable)
-%3%-%4%-%-%-%2%-%2%5%-%-%2%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------No Problems
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*ba*ba*c*baSignificance Level: 95%
8503935751-78195928133678Unweighted total
5494233550-79176127104179Weighted total

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-122-2-44*4--4Don't know / na
-%2%5%6%-%5%-%6%23%1%16%-%-%6%

1124926-1311361713Other
15%25%10%28%35%11%-%17%4%21%21%8%17%17%

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. Excluding those with no problems

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

*d*c*b*aSignificance Level: 95%
1223172678Unweighted total
1226202179Weighted total

464620Damaged mail / goods
34%24%22%27%26%

2101519Amount of lost mail
16%39%5%25%24%

Delivery reliability
(e.g. arrives as

-42915promised)
-%17%11%43%20%

Lost or late delivery of
436*13sent mail

31%12%32%1%17%

Delivery time (when you
receive your mail

22-611delivery)
19%8%-%29%13%

*3217Collection reliability
2%12%12%6%9%

Wrong mail delivered /
our mail delivered

132-6elsewhere
11%12%11%-%8%

*22*5Time of collection
4%8%11%2%7%

Trustworthiness of the
-2--2provider
-%8%-%-%3%

Account management (if
-1--1applicable)
-%5%-%-%2%

Availability of a daily
-----collection
-%-%-%-%-%

-----Latest collection time
-%-%-%-%-%

-----No Problems
-%-%-%-%-%

Wrong postage /
shortfall on incoming

-----mail - having to pay
-%-%-%-%-%

Accessibility of the
sorting office / opening

-----hours
-%-%-%-%-%

Problems with  the Smart
-----Stamp online system
-%-%-%-%-%

Columns Tested: 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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

*d*c*b*aSignificance Level: 95%
1223172678Unweighted total
1226202179Weighted total

--234Don't know / na
-%-%9%12%6%

2*8313Other
18%2%41%13%17%

Columns Tested: 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: 03/07/13



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%
1291816231214828171311179186Unweighted total
1697710122413351412202513193Weighted total

--*----------*Very low
-%-%7%-%-%-%-%-%-%-%-%-%-%*%

-***---------1Quite low
-%7%7%1%-%-%-%-%-%-%-%-%-%1%

20*-*-64431-2-20Neither low nor high
12%2%-%5%-%26%28%10%18%10%-%8%-%10%

673329721624117775Quite high
39%42%46%21%76%29%15%46%16%36%55%28%58%39%

7833631171595914490Very high
46%49%34%68%24%45%57%43%66%43%45%55%28%47%

Don't Know (DO NOT READ
5-**-----1-226OUT)
3%-%7%5%-%-%-%-%-%10%-%8%14%3%

14466812189321210202111165NET: High
85%91%80%89%100%74%72%90%82%79%100%83%86%86%

-*1*---------2NET: Low
-%7%13%1%-%-%-%-%-%-%-%-%-%1%

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

Ofcom; Business Postal Tracker
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The quality of the mail services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*c*baSignificance Level: 95%
42215073151716012645105921141186Unweighted total
3720508641894814582124184193Weighted total

--*--**------**Very low
-%-%1%-%-%*%1%-%-%-%-%-%-%*%*%

1-*--11**---*11Quite low
2%-%1%-%-%1%2%*%1%-%-%-%3%1%1%

4457*20119*---*2020Neither low nor high
11%20%11%8%3%11%3%13%1%-%-%-%3%11%10%

bf

18111531174264941*127175Quite high
50%55%30%36%22%39%55%34%46%42%36%71%39%39%39%

ba

14527443871773411*28690Very high
38%25%54%51%75%46%36%50%52%58%64%29%55%47%47%

Don't Know (DO NOT READ
--24-624-----66OUT)
-%-%4%5%-%3%4%3%-%-%-%-%-%3%3%

3216427541614312282124157165NET: High
88%80%84%87%97%85%90%84%97%100%100%100%95%85%86%

a

1-1--21**---*12NET: Low
2%-%2%-%-%1%3%*%1%-%-%-%3%1%1%

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

Ofcom; Business Postal Tracker
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The quality of the mail services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*g*f*e*d*cbaSignificance Level: 95%
97675710714141519124-92626233666186Unweighted total

10664651058171820130-22426263877193Weighted total

*-*-----*------**Very low
*%-%1%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

*1*1*-**---1-*--1Quite low
*%2%*%1%1%-%3%2%-%-%-%3%-%2%-%-%1%

78312-4358--*713920Neither low nor high
7%12%5%12%-%23%20%24%6%-%-%*%29%5%7%11%10%

362920454108647-191312122775Quite high
34%45%31%42%53%60%44%30%36%-%67%40%52%47%30%35%39%

60243946436969-113212243890Very high
56%38%60%43%46%16%34%43%53%-%33%57%7%46%63%49%47%

aa

Don't Know (DO NOT READ
2222----6---3--36OUT)
2%3%3%2%-%-%-%-%5%-%-%-%12%-%-%4%3%

975359908131415116-22315243665165NET: High
91%83%92%86%99%77%78%73%89%-%100%97%59%93%93%84%86%

1111*-***--1-*-*2NET: Low
1%2%1%1%1%-%3%2%*%-%-%3%-%2%-%1%1%

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

Ofcom; Business Postal Tracker
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The quality of the mail services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1171256116912413956146169116164673977186Unweighted total
1221205317112514539150175109166694279193Weighted total

******-**-**--*Very low
*%*%1%*%*%*%-%*%*%-%*%1%-%-%*%

11*111*11111--1Quite low
1%*%1%1%*%1%1%1%1%1%1%2%-%-%1%

1313417141351917141583920Neither low nor high
11%11%7%10%12%9%14%12%10%13%9%11%8%11%10%

475124695061165671506731132975Quite high
38%42%46%41%40%42%40%38%41%46%40%45%32%37%39%

595224785765166980417829223890Very high
48%43%46%46%45%45%41%46%46%38%47%42%53%48%47%

Don't Know (DO NOT READ
23-52324535-336OUT)
1%3%-%3%2%2%5%3%3%3%3%-%7%4%3%

c

106102481471071263112615191145603567165NET: High
87%86%91%86%86%87%81%84%87%84%87%86%84%85%86%

111212*22122--2NET: Low
1%1%2%1%1%1%1%1%1%1%1%2%-%-%1%

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

Ofcom; Business Postal Tracker
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The quality of the mail services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

c*bacba*fedcbac*b*aSignificance Level: 95%
130203571185138-185162184166183135-26186Unweighted total
135223467191138-193167189172187139-28193Weighted total

--****-******--*Very low
-%-%1%1%*%*%-%*%*%*%*%*%*%-%-%*%

*-1111-111111--1Quite low
*%-%2%1%1%1%-%1%1%1%*%1%1%-%-%1%

123362014-201620171815-*20Neither low nor high
9%14%10%9%11%10%-%10%9%11%10%10%11%-%2%10%

52914287557-756673717351-1275Quite high
38%41%41%42%39%41%-%39%40%39%41%39%36%-%45%39%

641016328861-907888768870-1390Very high
48%45%46%47%46%44%-%47%47%47%44%47%50%-%47%47%

Don't Know (DO NOT READ
6---65-656662-26OUT)
5%-%-%-%3%4%-%3%3%3%4%3%1%-%7%3%

116192960163118-165144161147161121-25165NET: High
86%86%87%89%85%85%-%86%86%85%86%86%87%-%92%86%

*-1122-222122--2NET: Low
*%-%3%2%1%1%-%1%1%1%1%1%1%-%-%1%

Columns Tested: 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 [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*babac*baSignificance Level: 95%
31669962121036180571291051559186Unweighted total
217210562121155188561361052064193Weighted total

*--*-*-**---**Very low
25%-%-%1%-%*%-%*%1%-%-%-%1%*%

*-1*-1-1-1*-11Quite low
6%-%1%*%-%1%-%1%-%1%*%-%1%1%

1410649-2081275820Neither low nor high
69%2%9%9%37%8%-%11%14%9%7%24%12%10%

-743924343-7520554152775Quite high
-%43%37%39%25%38%-%40%35%40%39%27%43%39%

-905528360288276352102890Very high
-%52%53%45%23%52%48%47%48%46%49%49%44%47%

Don't Know (DO NOT READ
-4-42234154--6OUT)
-%3%-%6%15%2%52%2%2%4%4%-%-%3%

b

-16394526103216347118931555165NET: High
-%95%90%84%48%90%48%87%83%86%89%76%86%86%

1-11-1-2*1*-12NET: Low
31%-%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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The quality of the mail services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
82104186Unweighted total
9399193Weighted total

-**Very low
-%*%*%

*11Quite low
*%1%1%

91120Neither low nor high
9%11%10%

284675Quite high
30%47%39%

b

523890Very high
55%39%47%

a

Don't Know (DO NOT READ
426OUT)
5%2%3%

8085165NET: High
86%85%86%

*12NET: Low
*%1%1%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The quality of the mail services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
1291816231214828171311179186Unweighted total
1697710122413351412202513193Weighted total

3--*---21----4Very low
2%-%-%5%-%-%-%5%9%-%-%-%-%2%

51**-2--1---27Quite low
3%14%7%5%-%9%-%-%9%-%-%-%14%4%

362**37474255*39Neither low nor high
21%30%7%5%21%28%29%21%29%13%27%18%1%20%

603445721147951171Quite high
35%47%53%41%42%28%14%31%25%54%45%19%84%37%

62*233871543516-67Very high
36%7%26%32%23%35%57%43%29%22%27%63%-%35%

Don't Know (DO NOT READ
3*112*---1--*5OUT)
2%2%8%11%14%1%-%-%-%10%-%-%1%3%

12146781592689142111138NET: High
72%54%79%74%65%62%71%74%53%76%73%82%84%71%

81*1-2-23---211NET: Low
5%14%7%10%-%9%-%5%18%-%-%-%14%6%

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 [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*c*baSignificance Level: 95%
42215073151716012645105921141186Unweighted total
3720508641894814582124184193Weighted total

-*12-44------44Very low
-%2%3%2%-%2%7%-%-%-%-%-%-%2%2%

a

1-24-743-----77Quite low
3%-%4%5%-%4%8%2%-%-%-%-%-%4%4%

8562013963321**13739Neither low nor high
22%25%13%23%18%20%14%23%23%31%16%20%22%20%20%

159222426819523***26871Quite high
42%44%45%28%51%36%40%36%34%20%48%23%41%37%37%

1261733*6714532***26567Very high
33%28%34%38%11%35%29%37%30%6%36%29%38%35%35%

Don't Know (DO NOT READ
1*13141411-*-45OUT)
1%1%3%4%20%2%2%3%14%43%-%27%-%2%3%

a

271439573135331055*113132138NET: High
74%72%79%66%62%72%69%72%63%26%84%52%78%72%71%

1*36-1173-----1111NET: Low
3%2%6%7%-%6%16%2%-%-%-%-%-%6%6%

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

Ofcom; Business Postal Tracker
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The price of the postal services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*g*f*e*d*cbaSignificance Level: 95%
97675710714141519124-92626233666186Unweighted total

10664651058171820130-22426263877193Weighted total

1*1*--1-2----*124Very low
1%1%2%*%-%-%7%-%2%-%-%-%-%2%3%2%2%

51*5*--25-*2-1*37Quite low
5%2%1%5%6%-%-%9%4%-%22%10%-%5%1%3%4%

1718827162228-*26442339Neither low nor high
16%28%12%25%16%36%13%9%21%-%15%7%25%14%10%30%20%

b

333023404610645-18128202171Quite high
31%47%36%38%50%35%56%29%34%-%48%34%47%33%52%27%37%

ba

49133031254947-*11612122567Very high
46%20%46%30%25%29%24%44%36%-%15%48%22%46%32%33%35%

aa

Don't Know (DO NOT READ
2222*--23--*1**35OUT)
2%3%3%2%4%-%-%9%2%-%-%1%6%1%1%4%3%

81435371611141592-11918203246138NET: High
77%67%82%67%75%64%80%73%71%-%63%82%70%78%84%60%71%

aa

6126*-127-*2-22411NET: Low
6%2%3%6%6%-%7%9%5%-%22%10%-%7%5%6%6%

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

Ofcom; Business Postal Tracker
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The price of the postal services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1171256116912413956146169116164673977186Unweighted total
1221205317112514539150175109166694279193Weighted total

**2****2***-*34Very low
*%*%3%*%*%*%1%1%*%*%*%-%1%4%2%

b

43*537*45551337Quite low
3%3%1%3%3%5%1%2%3%4%3%1%7%4%4%

2125143428258293725331452039Neither low nor high
17%21%26%20%23%17%21%20%21%23%20%20%13%25%20%

494523694460145768406626212271Quite high
40%38%43%40%35%41%36%38%39%37%40%37%51%28%37%

a

474314594851155760375827102967Very high
38%36%26%34%39%35%39%38%34%34%35%39%23%37%35%

Don't Know (DO NOT READ
*3*412*14242225OUT)
*%3%1%2%1%1%1%1%2%2%2%2%4%2%3%

968837127921112911412877124533151138NET: High
79%73%69%75%74%77%75%76%74%71%75%76%74%65%71%

4425471555514611NET: Low
3%3%4%3%3%5%2%4%3%5%3%1%9%8%6%

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

Ofcom; Business Postal Tracker
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The price of the postal services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

c*bacba*fedcbac*b*aSignificance Level: 95%
130203571185138-185162184166183135-26186Unweighted total
135223467191138-193167189172187139-28193Weighted total

2--442-42424*--4Very low
2%-%-%5%2%2%-%2%1%2%1%2%*%-%-%2%

422*55-755554-27Quite low
3%8%5%1%3%3%-%4%3%3%3%3%3%-%8%4%

2757203930-393439363732-239Neither low nor high
20%20%22%30%21%22%-%20%20%21%21%20%23%-%6%20%

53414257153-716369626950-1271Quite high
39%16%42%37%37%38%-%37%38%36%36%37%36%-%44%37%

441211176745-675967616750-1267Very high
33%56%31%26%35%33%-%35%36%35%36%36%36%-%42%35%

Don't Know (DO NOT READ
5-**53-535454--5OUT)
4%-%1%*%3%2%-%3%2%3%3%3%3%-%-%3%

9716254313898-13812213612413699-24138NET: High
72%72%73%64%72%71%-%71%73%72%72%73%72%-%86%71%

622497-1179794-211NET: Low
4%8%5%6%5%5%-%6%4%5%4%5%3%-%8%6%

Columns Tested: 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 [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*babac*baSignificance Level: 95%
31669962121036180571291051559186Unweighted total
217210562121155188561361052064193Weighted total

12*--*-4*32-14Very low
69%1%*%-%-%*%-%2%1%2%2%-%2%2%

-633-5-7-77-*7Quite low
-%3%2%5%-%5%-%4%-%5%6%-%1%4%

-3120137221382020273939Neither low nor high
-%18%19%21%56%19%26%20%35%15%25%17%14%20%

a

1674022542*7021503592671Quite high
31%39%38%35%41%37%10%37%37%36%33%46%40%37%

-624120*4226514533162767Very high
-%36%39%33%3%37%43%35%24%39%30%31%42%35%

b

Don't Know (DO NOT READ
-313-2142331*5OUT)
-%2%1%5%-%2%22%2%3%2%3%6%*%3%

11308142584313535103671553138NET: High
31%75%77%68%44%73%52%72%61%76%63%76%83%71%

bc

1833-6-11*109-211NET: Low
69%5%3%5%-%5%-%6%1%7%8%-%3%6%

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

Ofcom; Business Postal Tracker
Table 80  (continuation)                                                                                                                                                                        Page 669

The price of the postal services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
82104186Unweighted total
9399193Weighted total

-44Very low
-%4%2%

617Quite low
6%1%4%

201939Neither low nor high
21%20%20%

403171Quite high
43%31%37%

274067Very high
28%41%35%

Don't Know (DO NOT READ
245OUT)
2%4%3%

6671138NET: High
71%72%71%

6511NET: Low
6%5%6%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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The price of the postal services provided by [QV5c provider] in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the
following aspects:)
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



Aspects
The price of the postalThe quality of the mail

services provided by [QV5cservices provided by [QV5c
provider] in the last 12provider] in the last 12

monthsmonths

baSignificance Level: 95%
186186Unweighted total
193193Weighted total

4*Very low
2%*%

71Quite low
4%1%

a

3920Neither low nor high
20%10%

a

7175Quite high
37%39%

6790Very high
35%47%

b

Don't Know (DO NOT READ
56OUT)
3%3%

138165NET: High
71%86%

b

112NET: Low
6%1%

a
Columns Tested: a,b

Ofcom; Business Postal Tracker
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QOP4. SUMMARY. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate [QV5c provider] on each of the following aspects ...
Base: All respondents with more than one mail service provider

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
1291816231214828171311179186Unweighted total
1697710122413351412202513193Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*-----1----2Fairly Dissatisfied
1%-%7%-%-%-%-%-%9%-%-%-%-%1%

Neither Satisfied Nor
181*116441---220Dissatisfied
11%9%7%6%11%26%28%10%9%-%-%-%14%10%

71443913*153399982Fairly Satisfied
42%53%53%31%74%55%1%42%23%25%45%36%72%42%

7732625917881116288Very Satisfied
46%39%28%63%15%19%71%48%58%64%55%64%14%46%

Don't Know (DO NOT READ
1-*------1---2OUT)
1%-%7%-%-%-%-%-%-%10%-%-%-%1%

14966911189321211202511170NET: Satisfied
88%91%80%94%89%74%72%90%82%90%100%100%86%88%

1-*-----1----2NET: Dissatisfied
1%-%7%-%-%-%-%-%9%-%-%-%-%1%

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

Ofcom; Business Postal Tracker
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QOP5. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*c*baSignificance Level: 95%
42215073151716012645105921141186Unweighted total
3720508641894814582124184193Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2--22------22Fairly Dissatisfied
-%-%4%-%-%1%4%-%-%-%-%-%-%1%1%

a

Neither Satisfied Nor
2566*19317*---*1920Dissatisfied
6%26%13%6%3%10%6%12%3%-%-%-%5%10%10%

18825301812656411127882Fairly Satisfied
49%41%50%35%18%43%54%39%45%31%64%59%42%42%42%

1671748385177141*128488Very Satisfied
44%33%33%56%80%45%37%49%52%69%36%41%53%45%46%

b

Don't Know (DO NOT READ
---2-2-2-----22OUT)
-%-%-%2%-%1%-%1%-%-%-%-%-%1%1%

3415427841664312782124161170NET: Satisfied
94%74%84%91%97%88%90%87%97%100%100%100%95%88%88%

--2--22------22NET: Dissatisfied
-%-%4%-%-%1%4%-%-%-%-%-%-%1%1%

a
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QOP5. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*g*f*e*d*cbaSignificance Level: 95%
97675710714141519124-92626233666186Unweighted total

10664651058171820130-22426263877193Weighted total

-----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*1*--1*-----*1-2Fairly Dissatisfied
1%1%2%*%-%-%7%2%-%-%-%-%-%2%3%-%1%

Neither Satisfied Nor
97512*23510--253-920Dissatisfied
8%12%7%11%1%11%15%27%7%-%-%11%21%10%-%12%10%

b

452631404127750-2101711162782Fairly Satisfied
42%40%48%38%54%73%41%37%39%-%78%42%66%41%41%35%42%

52292852436768-*11212214088Very Satisfied
48%45%43%50%44%16%37%33%53%-%22%48%8%48%56%53%46%

Don't Know (DO NOT READ
-1-1----2---1--*2OUT)
-%2%-%1%-%-%-%-%1%-%-%-%5%-%-%1%1%

975459928151414119-22119233767170NET: Satisfied
91%85%91%87%99%89%78%71%91%-%100%89%74%88%97%88%88%

1*1*--1*-----*1-2NET: Dissatisfied
1%1%2%*%-%-%7%2%-%-%-%-%-%2%3%-%1%

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

Ofcom; Business Postal Tracker
Table 82  (continuation)                                                                                                                                                                        Page 674

QOP5. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1171256116912413956146169116164673977186Unweighted total
1221205317112514539150175109166694279193Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1*-**2****-12Fairly Dissatisfied
*%*%2%*%-%*%1%1%*%*%*%1%-%2%1%

Neither Satisfied Nor
1413320161721820151765820Dissatisfied
11%11%6%11%13%12%5%12%11%14%10%9%13%11%10%

505626735264246275487134192782Fairly Satisfied
41%46%48%43%42%44%62%41%43%44%43%49%45%34%42%

abcdf

584923765661126879437629164288Very Satisfied
48%41%43%44%45%42%32%46%45%40%46%41%39%53%46%

Don't Know (DO NOT READ
-1-1-1--111-1*2OUT)
-%1%-%1%-%1%-%-%1%1%1%-%3%1%1%

108105481491081253713015392147633569170NET: Satisfied
88%87%91%87%87%87%94%87%88%84%88%91%84%87%88%

**1*-**2****-12NET: Dissatisfied
*%*%2%*%-%*%1%1%*%*%*%1%-%2%1%

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

Ofcom; Business Postal Tracker
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QOP5. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

c*bacba*fedcbac*b*aSignificance Level: 95%
130203571185138-185162184166183135-26186Unweighted total
135223467191138-193167189172187139-28193Weighted total

----------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*22*-2*2*2*--2Fairly Dissatisfied
-%-%1%3%1%*%-%1%*%1%*%1%*%-%-%1%

Neither Satisfied Nor
133432018-201820172012-220Dissatisfied
9%14%11%5%10%13%-%10%11%10%10%10%8%-%8%10%

56917338060-827180787754-1782Fairly Satisfied
42%39%49%50%42%43%-%42%43%42%45%41%39%-%61%42%

641113298859-887686748672-988Very Satisfied
47%47%39%43%46%43%-%46%45%46%43%46%52%-%31%46%

Don't Know (DO NOT READ
2---21-212221--2OUT)
1%-%-%-%1%1%-%1%1%1%1%1%1%-%-%1%

120193062168119-170147166152164125-25170NET: Satisfied
89%86%88%92%88%86%-%88%88%88%89%88%90%-%92%88%

--*22*-2*2*2*--2NET: Dissatisfied
-%-%1%3%1%*%-%1%*%1%*%1%*%-%-%1%

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

Ofcom; Business Postal Tracker
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QOP5. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*babac*baSignificance Level: 95%
31669962121036180571291051559186Unweighted total
217210562121155188561361052064193Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*--*-2-2--22Fairly Dissatisfied
69%-%*%-%-%*%-%1%-%1%-%-%3%1%

Neither Satisfied Nor
1786212-2081284820Dissatisfied

31%4%8%10%19%10%-%10%14%9%7%18%13%10%

-774723548-8224574073582Fairly Satisfied
-%45%45%38%43%42%-%43%43%42%38%35%54%42%

c

-88493155448424645791988Very Satisfied
-%51%47%50%38%47%90%44%43%47%54%47%30%46%

a

Don't Know (DO NOT READ
---1-1*1*12--2OUT)
-%-%-%2%-%1%10%1%1%1%2%-%-%1%

-165965510102416548121961654170NET: Satisfied
-%96%92%88%81%88%90%88%86%89%91%82%84%88%

1-*--*-2-2--22NET: Dissatisfied
69%-%*%-%-%*%-%1%-%1%-%-%3%1%

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

Ofcom; Business Postal Tracker
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QOP5. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
82104186Unweighted total
9399193Weighted total

---Very Dissatisfied
-%-%-%

-22Fairly Dissatisfied
-%2%1%

Neither Satisfied Nor
71220Dissatisfied
8%12%10%

404182Fairly Satisfied
43%42%42%

464288Very Satisfied
49%42%46%

Don't Know (DO NOT READ
-22OUT)
-%2%1%

8683170NET: Satisfied
92%84%88%

-22NET: Dissatisfied
-%2%1%

Columns Tested: a,b

Ofcom; Business Postal Tracker
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QOP5. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
48194108106376452896053405135789Unweighted total
68137464538116821206554658853809Weighted total

2412336544-*2-29Disagree very strongly
4%2%4%6%7%5%7%3%6%-%*%2%-%4%

67323*87205746976Disagree
10%9%5%6%*%7%9%17%8%13%6%7%17%9%

ijkiik

Neither Agree nor
216161312144620352317202020257disagree
32%44%29%26%36%40%24%29%36%32%31%23%38%32%

bfgjkm

264111618173133502423303816310Agree
39%31%35%41%45%27%40%42%38%43%47%43%31%38%

h

10451292241611669227130Agree very strongly
15%14%26%21%4%21%20%9%10%12%14%24%14%16%

defilmfifiiefi

Don't Know (DO NOT READ
6-**3---1-2-*7OUT)
1%-%1%*%7%-%-%-%2%-%3%-%*%1%

dfhjklm

367172827195549613130396024440NET: Agree
54%45%61%61%50%47%60%51%48%55%61%68%45%54%

llaehl

92445315132497489105NET: Disagree
13%11%9%12%7%13%16%20%14%13%6%10%17%13%

ck

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

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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
69461395356972028450515029162283639789Unweighted total
4840132589337762485612543414784809Weighted total

73416*299201**-*2929Disagree very strongly
15%7%3%3%*%4%4%4%3%3%4%-%3%4%4%

ab

74115547216602**1*7476Disagree
14%9%8%9%11%9%6%11%7%7%14%14%3%9%9%

b

Neither Agree nor
191141186924979179101127247257disagree
39%28%31%32%26%32%32%32%41%30%34%40%46%31%32%

aa

1418562211929010220792116300310Agree
28%46%43%38%58%37%41%37%37%39%30%35%39%38%38%

da

24181062129399231**1128130Agree very strongly
4%9%14%18%5%17%16%16%11%17%18%8%8%16%16%

ddbb

Don't Know (DO NOT READ
-*15*633**-**67OUT)
-%*%1%1%1%1%1%1%2%4%-%4%1%1%1%

16227532821419141299123127428440NET: Agree
33%56%57%56%62%54%57%53%48%56%48%43%47%55%54%

ddd

1461570410225802**11103105NET: Disagree
28%16%11%12%11%13%10%14%9%10%18%14%6%13%13%

ab

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*g*fedcbaSignificance Level: 95%
976757107172326346892275210799119383789Unweighted total

10664651059212029730*835100108121437809Weighted total

2**3122222*-37521329Disagree very strongly
2%1%*%2%9%10%10%8%3%50%-%8%7%5%1%3%4%

abb

98810134265-12812133976Disagree
9%13%13%9%15%13%21%8%9%-%11%6%8%11%11%9%9%

Neither Agree nor
371626272868233*59412349130257disagree
34%25%39%26%26%38%30%28%32%50%66%26%41%22%40%30%32%

acac

413025454668285-116294844171310Agree
38%47%39%43%47%29%31%29%39%-%19%47%29%44%36%39%38%

dd

169619*2*8120-*415171380130Agree very strongly
15%14%9%18%4%10%1%27%16%-%5%12%15%16%11%18%16%

Don't Know (DO NOT READ
2--2--1*5---*3-47OUT)
2%-%-%2%-%-%6%*%1%-%-%-%*%3%-%1%1%

5639316448716405-221446557251440NET: Agree
53%61%48%61%50%38%32%56%55%-%24%59%44%60%47%58%54%

dbd

129812256587*1515171552105NET: Disagree
11%14%13%12%24%24%31%16%12%50%11%15%15%16%13%12%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
488561131714322595169345724427710257136390789Unweighted total
487573110727323612129351744417722252141411809Weighted total

2017428142491628162610101029Disagree very strongly
4%3%4%4%4%4%7%5%4%4%4%4%7%2%4%

aa

4046761245173365426324113976Disagree
8%8%7%8%7%8%6%9%9%10%9%10%8%9%9%

Neither Agree nor
17918740240118209461162451482348247128257disagree
37%33%37%33%36%34%36%33%33%35%32%32%33%31%32%

18822844280121231461372801562779758154310Agree
39%40%40%38%37%38%36%39%38%37%38%39%41%37%38%

5892141144591194512054116381576130Agree very strongly
12%16%13%16%14%15%15%13%16%13%16%15%11%19%16%

b

Don't Know (DO NOT READ
13*535*3616**57OUT)
*%1%*%1%1%1%*%1%1%*%1%*%*%1%1%

247320583931663236618339921039313673230440NET: Agree
51%56%53%54%51%53%51%52%54%50%54%54%52%56%54%

6063128937751749935889342148105NET: Disagree
12%11%11%12%12%12%13%14%12%14%12%14%15%12%13%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
59111878181776433-78359677966377664614109789Unweighted total
61312468174797443-80360779667379266414110809Weighted total

1514172915-292329242918-629Disagree very strongly
2%11%1%4%4%3%-%4%4%4%4%4%3%-%5%4%

ac

50187197649-76667665745631376Disagree
8%14%11%11%10%11%-%9%11%10%10%9%8%19%12%9%

c

Neither Agree nor
198441551254140-254189257211257206442257disagree
32%36%22%30%32%32%-%32%31%32%31%32%31%31%38%32%

a

246362669306168-308232299259297265339310Agree
40%29%39%40%38%38%-%38%38%38%39%38%40%19%36%38%

b

10012192612668-13092129108129115410130Agree very strongly
16%10%27%15%16%15%-%16%15%16%16%16%17%30%9%16%

bca

Don't Know (DO NOT READ
6**273-757674**7OUT)
1%*%*%1%1%1%-%1%1%1%1%1%1%1%*%1%

345484595432236-438323428367426380749440NET: Agree
56%39%66%55%54%53%-%55%53%54%55%54%57%49%44%54%

bba

643282510564-105901058910374319105NET: Disagree
10%25%12%15%13%14%-%13%15%13%13%13%11%19%17%13%

ac

Columns Tested: 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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
316659017449531687212924976463891789Unweighted total
2172602181565366674330450565146100809Weighted total

-315868425920175529Disagree very strongly
-%2%3%5%11%1%7%3%3%4%3%11%5%4%

ac

1173536172076927495671376Disagree
69%10%6%20%31%4%10%9%9%10%9%15%13%9%

ba

Neither Agree nor
*5317872181381823985172218828257disagree
6%31%30%40%32%26%28%32%28%34%34%18%28%32%

bb

*672594812251182911261832451940310Agree
25%39%43%26%22%47%28%39%42%36%38%41%40%38%

ab

-28111172116161145278112712130Agree very strongly
-%16%18%9%4%22%25%15%17%15%17%15%12%16%

aba

Don't Know (DO NOT READ
-54--415434-37OUT)
-%3%1%-%-%1%2%1%1%1%1%-%3%1%

c

*943696414366354061782623562651440NET: Agree
25%55%61%36%26%68%53%55%59%52%55%56%51%54%

ab

1205145232811943769731218105NET: Disagree
69%12%8%25%42%5%17%13%12%14%11%26%18%13%

bac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - 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
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Quarter
Q2 2013Q1 2013TOTAL

baSignificance Level: 95%
386403789Unweighted total
399410809Weighted total

191129Disagree very strongly
5%3%4%

324476Disagree
8%11%9%

Neither Agree nor
116141257disagree
29%34%32%

161149310Agree
40%36%38%

6862130Agree very strongly
17%15%16%

Don't Know (DO NOT READ
337OUT)
1%1%1%

229211440NET: Agree
57%51%54%

5055105NET: Disagree
13%13%13%

Columns Tested: 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
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

124410891115288119247146Increase
9%6%14%10%11%5%8%10%7%10%8%14%8%9%

hlmhl

104651566264174152198868986127701215Stay about the same
76%81%76%71%72%83%80%71%74%76%77%72%73%76%

fjbfjj

2079717152422522016152518240Decrease
15%14%10%19%17%11%12%19%18%14%13%14%19%15%

kkkk

Don't Know (DO NOT READ
3-*-----1-2--4OUT)
*%-%1%-%-%-%-%-%1%-%2%-%-%*%

m
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
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

3025385481383511171214139146Increase
31%24%13%5%13%9%7%10%11%12%24%8%10%9%9%

ababaabcf

5769212877431172353862477472911671215Stay about the same
60%65%73%79%73%76%76%76%74%78%58%77%75%76%76%

dbcdddddd

9113918082327516591116230240Decrease
9%11%13%16%14%15%16%14%15%10%18%15%15%15%15%

d

Don't Know (DO NOT READ
--22-412-----44OUT)
-%-%1%*%-%*%*%*%-%-%-%-%-%*%*%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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?
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

40282939201571590482116212749146Increase
18%16%24%14%66%34%16%20%6%40%29%27%7%9%9%7%9%

aabcdacaaabcdabcd

1471367720582731521096516491621862085891215Stay about the same
68%76%63%75%27%64%72%70%78%56%56%63%74%78%67%82%76%

beeedeefbefbdef

291515292147225*4840327679240Decrease
13%8%12%11%6%2%10%10%16%4%14%11%18%13%24%11%15%

daace

Don't Know (DO NOT READ
1*1*--1-2----*124OUT)
1%*%1%*%-%-%3%-%*%-%-%-%-%*%*%*%*%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

1001083613697126399613690129702650146Increase
9%9%15%9%15%10%10%13%9%10%9%14%9%6%9%

bbabcfab

7939171641119488942289529113867311203721936371215Stay about the same
74%77%70%76%73%74%76%72%76%74%76%75%68%78%76%

b

1821663222383198501032271402275563121240Decrease
17%14%14%15%12%16%13%14%15%15%15%11%22%15%15%

aacc

Don't Know (DO NOT READ
*222*2222*2-*34OUT)
*%*%1%*%*%*%*%*%*%*%*%-%*%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

--1464914492-146116146132144114826146Increase
-%-%100%14%9%10%-%9%10%9%10%9%9%23%10%9%

bcbac

1215--2531188660-1207909118410171179993231801215Stay about the same
100%-%-%71%76%74%-%76%76%76%76%76%77%65%69%76%

abca

-240-532331442236176234194234178455240Decrease
-%100%-%15%15%16%100%15%15%15%14%15%14%12%21%15%

acc

Don't Know (DO NOT READ
---24*-4*4242-*4OUT)
-%-%-%*%*%*%-%*%*%*%*%*%*%-%*%*%

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

Ofcom; Business Postal Tracker
Table 84  (continuation)                                                                                                                                                                        Page 690

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
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

1619054109811444699882236146Increase
10%16%8%14%8%9%1%10%9%9%7%21%17%9%

bbcc

427493025875808951120425790989681491215Stay about the same
52%73%79%65%61%78%89%75%83%72%77%65%72%76%

abaab

24115283361319231382022031420240Decrease
22%11%13%21%29%13%8%15%7%18%16%14%10%15%

babba

Don't Know (DO NOT READ
1-2-2*22-4*-14OUT)

16%-%*%-%1%*%2%*%-%*%*%-%1%*%

aac
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QS1. In the next 12 months, do you anticipate the volume of mail your organisation sends to increase, decrease or stay about the same?
Base: All Respondents
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

46224236146Increase
11%5%10%9%9%

ccc

2943192993021215Stay about the same
74%78%74%77%76%

57676154240Decrease
14%16%15%14%15%

Don't Know (DO NOT READ
21-*4OUT)
*%*%-%*%*%

Columns Tested: a,b,c,d
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Table 84  (continuation)                                                                                                                                                                        Page 692

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
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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%
971227229610249138144158Unweighted total

124410891115288119247146Weighted total

823874111119484137100Growth of business
66%80%78%81%41%100%75%67%53%74%43%55%100%68%

Increase use of direct
8111---21*22-10mail for marketing
6%17%9%13%-%-%-%7%18%2%19%9%-%7%

Ability to reach more
4-1----4-----5customers
3%-%9%-%-%-%-%13%-%-%-%-%-%3%

4------4-----4Innovative services
3%-%-%-%-%-%-%13%-%-%-%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

1-*1--*-1----3items)
1%-%5%12%-%-%1%-%16%-%-%-%-%2%

More items being sent to
2**-1------*-2existing clients
1%14%1%-%14%-%-%-%-%-%-%1%-%2%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3811*6-4113348-39Other (PLEASE SPECIFY)
30%20%7%1%59%-%25%39%31%26%38%35%-%27%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS2a. What would you say are the reasons for the expected increase?
Base: All respondents who anticipate volume of mail to increase
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

d*cba*babaf*e*d*c*baSignificance Level: 95%
41244152171414711147710525111158Unweighted total
3025385481383511171214139146Weighted total

2620262979328725111395100Growth of business
86%79%68%54%82%68%81%65%72%52%36%82%92%68%68%

aa

Increase use of direct
1*45*10281-***910mail for marketing
3%2%12%8%1%7%6%7%10%-%24%18%5%7%7%

Ability to reach more
22**2323-----55customers
6%7%1%1%22%2%5%2%-%-%-%-%-%3%3%

2-2--4-4-----44Innovative services
6%-%5%-%-%3%-%3%-%-%-%-%-%3%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

*-12-312*---*33items)
2%-%2%3%-%2%3%2%2%-%-%-%4%2%2%

More items being sent to
--11*2-2*-*--22existing clients
-%-%4%2%4%1%-%2%6%-%26%-%-%1%2%

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4711183366341****3839Other (PLEASE SPECIFY)
13%26%28%34%34%26%16%30%20%48%21%39%8%27%27%

d
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QS2a. What would you say are the reasons for the expected increase?
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

b*a*ba*e*d*c*ba*g*f*e*d*c*baSignificance Level: 95%
4327294122141115964152524212742158Unweighted total
40282939201571590482116212749146Weighted total

3117212815155155027189141633100Growth of business
78%62%71%72%78%100%79%97%56%54%88%85%59%67%62%66%68%

Increase use of direct
41412*-*8-141*-510mail for marketing

10%2%13%2%8%1%-%3%9%-%7%18%7%1%-%9%7%

Ability to reach more
2222-2--3--2-2*-5customers
6%6%6%6%-%12%-%-%3%-%-%9%-%11%2%-%3%

4-4--2--2-----224Innovative services
9%-%12%-%-%12%-%-%2%-%-%-%-%-%7%4%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

**-1*-*-2-***-*13items)
1%1%-%2%2%-%2%-%3%-%6%2%1%-%2%3%2%

More items being sent to
-------11---**1*2existing clients
-%-%-%-%-%-%-%9%1%-%-%-%1%2%5%1%2%

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8136156-2-3221466101139Other (PLEASE SPECIFY)
20%45%20%38%30%-%24%-%35%49%9%18%37%31%36%22%27%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbac*baSignificance Level: 95%
1071194614810313956106150105145792752158Unweighted total
1001083613697126399613690129702650146Weighted total

7471279567862669936388531434100Growth of business
74%65%76%70%69%69%67%72%68%70%68%75%53%68%68%

Increase use of direct
39110410431031024510mail for marketing
3%8%2%7%4%8%11%3%7%4%8%2%14%10%7%

Ability to reach more
542545245252*25customers
5%4%6%3%4%4%5%4%3%3%4%3%2%5%3%

22-244-42224--4Innovative services
2%2%-%1%4%3%-%4%1%2%1%5%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

12*221*23222**3items)
1%2%*%2%2%1%1%2%2%3%2%3%1%1%2%

More items being sent to
22*222-2222*112existing clients
2%2%1%2%2%2%-%2%2%2%2%*%5%2%2%

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

26319352734132536253517101239Other (PLEASE SPECIFY)
26%28%25%26%28%27%33%26%27%28%27%24%38%25%27%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QS2a. What would you say are the reasons for the expected increase?
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

*c*bacba*fedcbac*b*aSignificance Level: 95%
--15856155102-158127157144156124726158Unweighted total
--1464914492-146116146132144114826146Weighted total

--100409864-100821009210075719100Growth of business
-%-%68%80%68%70%-%68%70%68%69%69%66%79%75%68%

Increase use of direct
--101105-107107109*110mail for marketing
-%-%7%1%7%5%-%7%6%7%5%7%8%6%4%7%

Ability to reach more
--5442-5355532-5customers
-%-%3%8%3%2%-%3%2%3%3%3%2%21%-%3%

--4242-424444--4Innovative services
-%-%2%4%2%2%-%2%2%2%3%2%3%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--3-31-313231113items)
-%-%2%-%2%1%-%2%1%2%2%2%1%15%5%2%

More items being sent to
--2*22-222221-12existing clients
-%-%2%1%2%2%-%2%2%2%2%2%1%-%5%2%

----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--39133926-3931393437322539Other (PLEASE SPECIFY)
-%-%27%27%27%28%-%27%27%27%26%26%28%21%19%27%

Columns Tested: 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?
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*ba*babac*baSignificance Level: 95%
36399558107315552106942043158Unweighted total
1619054109811444699882236146Weighted total

14261386671992772532125100Growth of business
100%68%68%70%62%69%67%68%59%73%60%99%72%68%

Increase use of direct
-455*7-10377-310mail for marketing
-%7%6%9%2%7%-%7%7%7%8%-%8%7%

Ability to reach more
-25--5-5-54-*5customers
-%4%5%-%-%5%-%3%-%5%5%-%1%3%

-422-2-4-4--44Innovative services
-%6%2%3%-%2%-%2%-%4%-%-%10%2%

c

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*2*-2-3122*-3items)
-%*%2%1%-%2%-%2%1%2%3%2%-%2%

More items being sent to
--2--1-22*11-2existing clients
-%-%2%-%-%1%-%2%4%*%1%6%-%2%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-172514427*39152429*939Other (PLEASE SPECIFY)
-%28%27%26%38%27%33%27%33%24%33%1%27%27%

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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
45333842158Unweighted total
46224236146Weighted total

32172922100Growth of business
70%75%68%62%68%

Increase use of direct
712*10mail for marketing

15%4%6%*%7%

a

Ability to reach more
-2-25customers
-%10%-%6%3%

bd

22--4Innovative services
4%8%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--*23items)
-%-%1%7%2%

More items being sent to
-*112existing clients
-%*%3%2%2%

-----Cheaper / Lower Prices
-%-%-%-%-%

-----Better quality
-%-%-%-%-%

-----Because of the recession
-%-%-%-%-%

95131339Other (PLEASE SPECIFY)
19%23%30%36%27%

Columns Tested: 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
OFC1885
Issue date: 03/07/13



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%
103221-1521---17Unweighted total
121111-*91*---15Weighted total

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
--------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

91111-*7*----11Growth of business
73%90%100%100%100%-%100%80%13%-%-%-%-%77%

Increase use of direct
1*------1----1mail for marketing

11%10%-%-%-%-%-%-%87%-%-%-%-%10%

More items being sent to
--------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--------------items)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2-*---2QS2a other
16%-%-%-%-%-%-%20%-%100%-%-%-%13%

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

Ofcom; Business Postal Tracker
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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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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*c*b*a*b*a*b*a*f*e*d*c*b*aSignificance Level: 95%
71721165125-1221217Unweighted total
52712134111-***1415Weighted total

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
---------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

424121029*--**1111Growth of business
94%100%58%100%100%74%63%82%60%-%-%37%100%78%77%

Increase use of direct
*-1--11-*-*--11mail for marketing
2%-%18%-%-%11%37%-%15%-%100%-%-%9%10%

More items being sent to
---------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase in fulfilment
(fulfilling customer
orders by mailing out

---------------items)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-2--2-2*--*-22QS2a other
4%-%25%-%-%15%-%18%26%-%-%63%-%13%13%

Columns Tested: a,b,c,d,e,f - a,b - 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
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

*b*a*b*a*e*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
8641043217133323217Unweighted total

1037644*16*15124215Weighted total

-----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
-----------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7354*4*16**2124211Growth of business
68%89%81%64%13%100%43%100%100%100%62%37%100%100%100%100%77%

Increase use of direct
1*1*1-----*1----1mail for marketing

13%4%19%2%38%-%-%-%-%-%14%27%-%-%-%-%10%

More items being sent to
-----------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-----------------items)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-22-*---*2----2QS2a other
19%7%-%34%49%-%57%-%-%-%24%37%-%-%-%-%13%

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - 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
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

*b*a*c*b*a*f*e*d*c*b*a*c*b*aSignificance Level: 95%
1411815131671316111594417Unweighted total
121041211145111391273515Weighted total

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
---------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

98391011310107972311Growth of business
72%85%92%73%97%76%55%97%74%76%73%96%60%61%77%

Increase use of direct
11*1*1**1*1*1-1mail for marketing

12%13%3%11%1%10%2%1%11%1%11%2%40%-%10%

More items being sent to
---------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase in fulfilment
(fulfilling customer
orders by mailing out

---------------items)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2**2*22*222*-22QS2a other
17%2%5%16%2%14%43%2%15%23%16%3%-%39%13%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

*c*b*a*c*b*a*f*e*d*c*b*a*c*b*aSignificance Level: 95%
--1710169-1712161316121417Unweighted total
--159157-1510151115112215Weighted total

----------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
----------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--117116-11711111182211Growth of business
-%-%77%77%77%78%-%77%66%77%97%77%70%100%91%77%

Increase use of direct
--1*11-111*11--1mail for marketing
-%-%10%1%10%19%-%10%14%10%1%10%13%-%-%10%

More items being sent to
----------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase in fulfilment
(fulfilling customer
orders by mailing out

----------------items)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--222*-222*22-*2QS2a other
-%-%13%22%14%3%-%13%20%14%2%14%17%-%9%13%

Columns Tested: 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
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*a*b*a*b*a*b*a*b*a*c*b*aSignificance Level: 95%
-10107111-1741382717Unweighted total
-8105*11-1521372615Weighted total

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Better quality
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Innovative services
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ability to reach more
--------------customers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-683-8-112952411Growth of business
-%80%87%58%-%73%-%77%100%73%78%100%70%77%

Increase use of direct
-11*-1-1-11-*1mail for marketing
-%18%13%2%-%11%-%10%-%11%19%-%2%10%

More items being sent to
--------------existing clients
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--------------items)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Because of the recession
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2*2-2-2*-22QS2a other
-%2%-%40%100%16%-%13%-%16%3%-%29%13%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - 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
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

*d*c*b*aSignificance Level: 95%
354517Unweighted total
453315Weighted total

-----Cheaper / Lower Prices
-%-%-%-%-%

-----Better quality
-%-%-%-%-%

-----Innovative services
-%-%-%-%-%

Ability to reach more
-----customers
-%-%-%-%-%

251311Growth of business
64%98%43%100%77%

Increase use of direct
1*--1mail for marketing

36%2%-%-%10%

More items being sent to
-----existing clients
-%-%-%-%-%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-----items)
-%-%-%-%-%

-----Because of the recession
-%-%-%-%-%

--2-2QS2a other
-%-%57%-%13%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

m*l*kj*i*h*gf*e*d*c*b*aSignificance Level: 95%
156252239161217392015101512242Unweighted total
2079717152422522016152518240Weighted total

Increase use of emailing
10432104119306129139119services
50%35%24%60%29%46%41%58%28%74%62%54%51%50%

533*57621487-3762Postal costs
26%40%6%29%44%27%8%26%39%41%-%13%39%26%

Use of new/digital
4914578874344459communication methods
24%12%53%30%46%36%34%14%20%17%25%17%20%25%

13--1-2-4312-214Downsizing the company
6%-%-%6%-%9%-%7%13%8%12%-%10%6%

Increase use of social
11*-*1622-*---12media
6%3%-%3%9%27%8%3%-%1%-%-%-%5%

Electronic technology is
10*-122-23---212more reliable / faster
5%6%-%6%11%9%-%4%13%-%-%-%10%5%

Less effective than
other communications

9---1222---2-9media
4%-%-%-%9%9%9%3%-%-%-%9%-%4%

Poor customer service
7-*1--24--2--8/unreliable service
4%-%2%6%-%-%8%7%-%-%13%-%-%3%

41*----2---2-6Because of the recession
2%17%7%-%-%-%-%3%-%-%-%9%-%2%

4---4--*-----4Environmental costs
2%-%-%-%26%-%-%1%-%-%-%-%-%2%

Relocation of staff /
*--*-----*---*company
*%-%-%1%-%-%-%-%-%1%-%-%-%*%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*----*-----1More BACS payments
*%-%7%-%-%-%-%*%-%-%-%-%-%*%

18-111-461--4220Other
9%-%13%6%9%-%16%11%6%-%-%17%10%8%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*cba*babaf*e*d*cbaSignificance Level: 95%
201949154152277916361681037181242Unweighted total
9113918082327516591116230240Weighted total

Increase use of emailing
342290511437825*1*3114119services

37%31%56%50%57%49%49%50%48%13%40%30%59%50%50%

44945*6228344-1125862Postal costs
47%33%23%25%5%27%37%21%38%-%57%75%31%25%26%

a

Use of new/digital
1384725719403***25659communication methods

11%24%21%26%24%25%26%24%27%17%26%25%29%24%25%

--*14-1459-----1414Downsizing the company
-%-%1%8%-%6%7%5%-%-%-%-%-%6%6%

f

Increase use of social
--21039210**--*1212media
-%-%6%5%35%4%3%6%4%13%-%-%5%5%5%

Electronic technology is
*237-12661-*-*1112more reliable / faster
2%16%7%4%-%5%8%4%6%-%15%-%6%5%5%

Less effective than
other communications

2-25*927*---*99media
21%-%6%3%2%4%3%4%2%-%-%-%2%4%4%

Poor customer service
*2*6*844**-*-88/unreliable service
2%17%1%3%3%4%6%3%3%17%-%8%-%4%3%

*-*5-6-6-----66Because of the recession
6%-%1%3%-%3%-%4%-%-%-%-%-%3%2%

---4*4*4**-*-44Environmental costs
-%-%-%2%2%2%*%2%3%17%-%10%-%2%2%

Relocation of staff /
**--**-***--*-*company
2%1%-%-%1%*%-%*%3%23%-%-%2%-%*%

a

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1-1-1*---**1More BACS payments
-%-%-%*%-%*%-%*%2%-%-%-%2%*%*%

--218-20613*--*-2020Other
-%-%5%10%-%8%8%8%2%-%-%10%-%8%8%

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Produced by OLR
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

*b*a*ba*e*d*c*ba*g*f*ed*cbaSignificance Level: 95%
26211432445132163121742297267242Unweighted total
291515292147225*4840327679240Weighted total

Increase use of emailing
15611102143109*1726164029119services
50%38%70%34%93%88%84%46%48%30%28%84%64%52%52%36%50%

a

52251*2158-22811221862Postal costs
17%16%13%19%68%16%54%11%26%-%60%25%19%34%28%22%26%

Use of new/digital
84310-**157*11514162259communication methods

28%29%18%34%-%12%4%16%25%30%18%9%12%43%22%28%25%

-2-2---*14---324614Downsizing the company
-%12%-%6%-%-%-%6%6%-%-%-%6%6%5%8%6%

Increase use of social
-------*12--*-15612media
-%-%-%-%-%-%-%1%5%-%-%2%-%4%6%7%5%

Electronic technology is
-------*11-2*231312more reliable / faster
-%-%-%-%-%-%-%3%5%-%48%2%6%9%2%4%5%

Less effective than
other communications

--------9--*2-349media
-%-%-%-%-%-%-%-%4%-%-%2%4%-%4%5%4%

Poor customer service
22-4*---8*-**-258/unreliable service
6%12%-%12%7%-%-%-%4%39%-%1%1%-%3%7%3%

*--*----6--*--146Because of the recession
2%-%-%2%-%-%-%-%3%-%-%6%-%-%1%6%2%

1111--1-3--1-12-4Environmental costs
5%10%9%5%-%-%31%-%1%-%-%16%-%4%2%-%2%

Relocation of staff /
-*-*---**-**----*company
-%1%-%*%-%-%-%1%*%-%3%2%-%-%-%-%*%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------1-----**1More BACS payments
-%-%-%-%-%-%-%-%*%-%-%-%-%-%*%1%*%

4224---218---227920Other
14%12%12%14%-%-%-%29%8%-%-%-%5%6%9%11%8%

-----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
Table 87  (continuation)                                                                                                                                                                        Page 709

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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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1921684122892199681112301542296358120242Unweighted total
1821663222383198501032271402275563121240Weighted total

Increase use of emailing
92821611145103275311273112282565119services
51%50%50%50%53%52%55%51%49%52%49%52%39%54%50%

53448602348182461356110153662Postal costs
29%27%24%27%28%24%35%23%27%25%27%19%24%30%26%

Use of new/digital
34431054304873056345612192859communication methods
19%26%32%24%36%24%14%29%25%24%25%22%30%23%25%

be

128-14-11421451444714Downsizing the company
7%5%-%6%-%6%7%2%6%3%6%7%6%5%6%

a

Increase use of social
94*10410321031032712media
5%2%*%5%4%5%6%2%5%2%5%5%4%6%5%

Electronic technology is
87*123124512712*11012more reliable / faster
4%4%2%5%4%6%8%5%5%5%5%*%2%8%5%

c

Less effective than
other communications

792957*7969-729media
4%6%6%4%6%4%*%7%4%4%4%-%11%2%4%

eac

Poor customer service
88*84733858*268/unreliable service
5%5%2%4%5%3%6%2%4%3%4%*%3%5%3%

342424-44341236Because of the recession
2%2%7%2%2%2%-%4%2%2%2%2%4%2%2%

b

34-413134341114Environmental costs
2%3%-%2%2%1%3%3%2%2%2%3%2%1%2%

Relocation of staff /
**-**********-*company
*%*%-%*%*%*%1%*%*%*%*%*%*%-%*%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-1-**-1*1--11More BACS payments
*%*%-%*%-%*%*%-%*%*%*%-%-%1%*%

171321741746171217461020Other
10%8%7%8%5%9%8%6%8%8%8%7%9%8%8%

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

*cb*acba*fedcbac*baSignificance Level: 95%
-242-672381501240189238207238170566242Unweighted total
-240-532331442236176234194234178455240Weighted total

Increase use of emailing
-119-2911777-1179511810511890128119services
-%50%-%55%50%54%-%49%54%51%54%51%51%35%52%50%

-62-205938-62455947593831962Postal costs
-%26%-%38%25%26%-%26%26%25%24%25%21%63%35%26%

bc

Use of new/digital
-59-155441-57475549554621159communication methods
-%25%-%28%23%28%-%24%27%23%25%23%26%51%20%25%

-14--148-1481491413-114Downsizing the company
-%6%-%-%6%6%-%6%5%6%5%6%7%-%2%6%

c

Increase use of social
-12-*122-12612101212--12media
-%5%-%1%5%1%-%5%3%5%5%5%7%-%-%5%

aa

Electronic technology is
-12-295-1279997-412more reliable / faster
-%5%-%3%4%3%-%5%4%4%5%4%4%-%7%5%

Less effective than
other communications

-9-373-977577-29media
-%4%-%6%3%2%-%4%4%3%3%3%4%-%4%4%

Poor customer service
-8-*86-888886-38/unreliable service
-%3%-%1%4%4%-%4%4%4%4%4%3%-%5%3%

-6-265-656663-*6Because of the recession
-%2%-%4%3%3%-%2%3%2%3%2%2%-%1%2%

-4-143-434444-*4Environmental costs
-%2%-%3%2%2%-%2%2%2%2%2%2%-%*%2%

Relocation of staff /
-*--**-*******-*company
-%*%-%-%*%*%-%*%*%*%*%*%*%3%-%*%

Too complicated - hard
to understand what the

----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1*-11111*-*1More BACS payments
-%*%-%-%*%*%-%*%*%*%*%*%*%-%*%*%

-20-318621871891816-320Other
-%8%-%5%8%4%100%8%4%8%4%8%9%-%6%8%

----------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babac*b*aSignificance Level: 95%
144158803413810232352072021623242Unweighted total
24115283361319231382022031420240Weighted total

Increase use of emailing
-19784017704115209810565119services
-%47%51%49%47%53%43%50%54%49%52%45%24%50%

-933271125*62458523762Postal costs
-%21%21%32%30%19%6%27%10%29%25%22%37%26%

b

Use of new/digital
-1135241130*581247523359communication methods
-%26%23%29%30%23%6%25%31%23%25%19%13%25%

-2131-11411212122-14Downsizing the company
-%4%8%2%-%8%41%5%6%6%6%13%-%6%

a

Increase use of social
--8444-124912--12media
-%-%5%5%10%3%-%5%9%4%6%-%-%5%

Electronic technology is
--2852-12-1210*112more reliable / faster
-%-%1%10%14%1%-%5%-%6%5%3%6%5%

ba

Less effective than
other communications

--*941-9-99*-9media
-%-%*%11%12%1%-%4%-%5%4%1%-%4%

ba

Poor customer service
22-86--8-84*48/unreliable service

100%4%-%10%17%-%-%4%-%4%2%3%18%3%

ba

-313-1-6-64-26Because of the recession
-%6%1%3%-%1%-%3%-%3%2%-%11%2%

-34--4-4-44--4Environmental costs
-%7%3%-%-%3%-%2%-%2%2%-%-%2%

Relocation of staff /
-**--*-****-**company
-%*%*%-%-%*%-%*%*%*%*%-%1%*%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**-*-1-11--1More BACS payments
-%-%*%*%-%*%-%*%-%*%*%-%-%*%

-4154112119118134320Other
-%10%10%5%4%9%11%8%30%4%6%28%13%8%

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

Ofcom; Business Postal Tracker
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QS3a. What would you say are the reasons for the expected decrease?
Base: All who anticipate volume of mail to decrease

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*babac*b*aSignificance Level: 95%
144158803413810232352072021623242Unweighted total
24115283361319231382022031420240Weighted total

--------------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

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
56625767242Unweighted total
57676154240Weighted total

Increase use of emailing
24363622119services
42%53%59%41%50%

1316122162Postal costs
23%23%20%39%26%

b

Use of new/digital
1515131659communication methods
27%23%21%29%25%

157*14Downsizing the company
2%7%12%1%6%

ad

Increase use of social
183-12media
1%12%6%-%5%

ad

Electronic technology is
1*2712more reliable / faster
3%1%4%14%5%

cd

Less effective than
other communications

22329media
4%3%5%4%4%

Poor customer service
*-548/unreliable service
*%-%8%7%3%

cdc

33-*6Because of the recession
5%4%-%1%2%

*1114Environmental costs
*%2%2%2%2%

Relocation of staff /
--***company
-%-%*%*%*%

Too complicated - hard
to understand what the

-----best mailing option is
-%-%-%-%-%

---11More BACS payments
-%-%-%1%*%

745420Other
12%5%9%7%8%

-----Don't Know
-%-%-%-%-%

Columns Tested: 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

Produced by OLR
OFC1885
Issue date: 03/07/13



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%
431412852151513360Unweighted total
56*159114141525562Weighted total

20-*232-614-2222Postal costs
37%-%27%36%30%20%-%44%100%76%-%46%33%36%

Increase use of emailing
19-121424-122222services
34%-%73%45%14%40%50%29%-%24%100%54%33%35%

Use of new/digital
7--*322------7communication methods

12%-%-%2%28%20%50%-%-%-%-%-%-%11%

Increase use of social
2------2-----2media
3%-%-%-%-%-%-%13%-%-%-%-%-%3%

1---1--------1Environmental costs
2%-%-%-%14%-%-%-%-%-%-%-%-%2%

-*-----------*Because of the recession
-%100%-%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7--112-2----28QS3a other
13%-%-%18%14%20%-%13%-%-%-%-%33%13%

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

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

*d*c*ba*ba*ba*f*e*d*c*baSignificance Level: 95%
531240357233715-2494560Unweighted total
2185126022402-*116062Weighted total

1*317*2210121-**12122Postal costs
67%40%40%34%5%37%44%31%57%-%100%73%43%35%36%

Increase use of emailing
1*5162197141--*12122services

28%60%60%31%95%32%32%36%38%-%-%27%50%35%35%

Use of new/digital
*--7-724*---*77communication methods
5%-%-%13%-%11%9%11%5%-%-%-%8%11%11%

Increase use of social
---2-2-2-----22media
-%-%-%4%-%3%-%5%-%-%-%-%-%3%3%

---1-1-1-----11Environmental costs
-%-%-%3%-%2%-%3%-%-%-%-%-%2%2%

---*-*-*-----**Because of the recession
-%-%-%1%-%1%-%1%-%-%-%-%-%1%1%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

---------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
---------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---8-835-----88QS3a other
-%-%-%16%-%13%14%12%-%-%-%-%-%13%13%

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

Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

*b*a*b*a*e*d*c*ba*g*f*e*d*c*b*aSignificance Level: 95%
4232112353-2878201560Unweighted total
51331*3157-*469231962Weighted total

11-31--*21-*22610222Postal costs
29%92%-%100%100%-%-%23%37%-%100%53%35%60%43%12%36%

Increase use of emailing
*-*--*-121--*448522services
3%-%4%-%-%100%-%77%37%-%-%13%63%40%36%26%35%

Use of new/digital
-*------7---*-157communication methods
-%8%-%-%-%-%-%-%12%-%-%-%2%-%6%27%11%

Increase use of social
--------2------22media
-%-%-%-%-%-%-%-%3%-%-%-%-%-%-%9%3%

1-1---1----1----1Environmental costs
29%-%40%-%-%-%42%-%-%-%-%34%-%-%-%-%2%

--------*------**Because of the recession
-%-%-%-%-%-%-%-%1%-%-%-%-%-%-%3%1%

Too complicated - hard
to understand what the

-----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

-----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
-----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2---2-6-----448QS3a other
40%-%55%-%-%-%58%-%11%-%-%-%-%-%15%23%13%

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

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

ba*cb*af*e*dcba*c*baSignificance Level: 95%
49396592650182858355813163160Unweighted total
4745760255013276033609173662Weighted total

191932281959221522271322Postal costs
40%42%38%37%34%37%43%35%37%44%37%24%39%38%36%

Increase use of emailing
1812-2281758211021361222services
38%27%-%36%33%33%43%29%35%29%35%33%36%35%35%

Use of new/digital
45*525-25452327communication methods
7%11%2%8%9%11%-%8%8%11%8%24%15%5%11%

Increase use of social
-2-2-2--2-2--22media
-%4%-%3%-%4%-%-%3%-%3%-%-%5%3%

11-1-1111111--1Environmental costs
3%3%-%2%-%3%10%5%2%4%2%14%-%-%2%

-*-*-*--*-**--*Because of the recession
-%1%-%1%-%1%-%-%1%-%1%5%-%-%1%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

---------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
---------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

664866*6848-268QS3a other
12%13%60%13%25%12%4%23%13%12%13%-%10%17%13%

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

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

*cb*a*cba*fedcbac*b*aSignificance Level: 95%
-60-175737-59495750574011760Unweighted total
-62-165737-60485851584921062Weighted total

-22-102216-2218222022162322Postal costs
-%36%-%64%39%44%-%37%38%38%39%38%33%100%27%36%

Increase use of emailing
-22-32012-201821172116-622services
-%35%-%21%35%31%-%33%37%36%32%36%33%-%55%35%

Use of new/digital
-7-*54-745557--7communication methods
-%11%-%1%9%9%-%11%8%9%10%9%14%-%-%11%

Increase use of social
-2--2--2-2222--2media
-%3%-%-%3%-%-%3%-%3%3%3%4%-%-%3%

-1--1--111111--1Environmental costs
-%2%-%-%2%-%-%2%3%2%3%2%3%-%-%2%

-*--*--******--*Because of the recession
-%1%-%-%1%-%-%1%1%1%1%1%1%-%-%1%

Too complicated - hard
to understand what the

----------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

----------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
----------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-8-266-866666-28QS3a other
-%13%-%14%10%16%-%13%12%10%11%10%13%-%18%13%

Columns Tested: 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

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*b*ab*a*b*a*ba*bac*b*aSignificance Level: 95%
-631271327159951533360Unweighted total
-630311427*621151562262Weighted total

-312937*22319202*22Postal costs
-%44%40%30%22%27%100%36%28%38%36%100%7%36%

Increase use of emailing
-*1012411-2241720-*22services
-%2%32%39%28%40%-%35%37%34%35%-%7%35%

Use of new/digital
-*5225-7437--7communication methods
-%2%16%6%13%17%-%11%35%5%12%-%-%11%

Increase use of social
--2-2--2-22--2media
-%-%6%-%13%-%-%3%-%4%3%-%-%3%

-11--1-1-11--1Environmental costs
-%22%4%-%-%5%-%2%-%3%2%-%-%2%

---*-*-*-**--*Because of the recession
-%-%-%2%-%2%-%1%-%1%1%-%-%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Less effective than
other communications

--------------media
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Downsizing the company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Relocation of staff /
--------------company
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*732-8-86-28QS3a other
-%30%2%24%24%8%-%13%-%16%11%-%86%13%

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

Ofcom; Business Postal Tracker
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QS3b. What is the main reason for the expected decrease in volumes of post? Please choose the most important reason.
Base: All with 2 or more reasons for an decrease in volume

Produced by OLR
OFC1885
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

*d*c*b*aSignificance Level: 95%
1317181260Unweighted total
1120191362Weighted total

449622Postal costs
34%20%48%46%36%

Increase use of emailing
379222services

30%36%49%16%35%

Use of new/digital
14*17communication methods

12%20%1%10%11%

Increase use of social
-2--2media
-%9%-%-%3%

-1--1Environmental costs
-%6%-%-%2%

*---*Because of the recession
4%-%-%-%1%

Too complicated - hard
to understand what the

-----best mailing option is
-%-%-%-%-%

Less effective than
other communications

-----media
-%-%-%-%-%

-----Downsizing the company
-%-%-%-%-%

Relocation of staff /
-----company
-%-%-%-%-%

22*38QS3a other
20%9%3%27%13%

Columns Tested: 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

Produced by OLR
OFC1885
Issue date: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

Yes, and we have tried
18839621291439211992313206another provider
14%5%12%7%24%14%8%14%18%16%8%13%13%13%

jllcfgjklmljlgjlgjlll

Yes, but we have not
941365221617364129104tried another provider
7%2%4%7%6%10%9%6%3%5%4%7%10%6%

llekleklllel

108758637462158158219929297137731281No
79%91%84%85%70%76%84%79%79%79%87%78%77%80%

iiabdefghihimii
km

111**1-*4-*25*13Don't Know
1%2%1%*%1%-%*%1%-%*%2%3%*%1%

jj
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 other than Royal Mail or [QV5c provider]?
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

Yes, and we have tried
2932559062005115581124198206another provider
30%31%19%8%10%13%11%14%12%8%17%20%10%13%13%

ababab

Yes, but we have not
25162439310128755*11398104tried another provider
26%15%8%4%5%7%6%7%8%5%14%9%8%6%6%

abcaba

4156208976471234382900496563212321281No
43%53%72%88%79%80%82%79%77%76%69%66%81%80%80%

cdbcdcc

114831021121-1*1113Don't Know
1%1%1%1%6%1%*%1%3%11%-%5%1%1%1%

aaabdfab

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

Ofcom; Business Postal Tracker
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All Respondents

Produced by OLR
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

Yes, and we have tried
873856699122316145241941362875206another provider
40%21%46%25%31%28%54%21%10%20%15%24%19%15%9%10%13%

aaaaabdeaabcabb

Yes, but we have not
2716113113841564241317132134104tried another provider
12%9%9%11%44%20%8%20%5%22%14%16%8%5%7%5%6%

abcdaaabcabcd

1031255517372215441193620461581852626051281No
47%70%45%63%25%51%36%58%84%58%68%59%73%78%84%84%80%

bbecebcdeeedefcdef

1**1-*1*11-1*24*513Don't Know
*%*%*%*%-%1%2%1%1%-%2%*%1%2%*%1%1%

bb
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All Respondents
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

Yes, and we have tried
1381515919013316366158190114188833483206another provider
13%13%25%13%20%13%17%22%13%13%13%17%12%10%13%

bbabcfabcfa

Yes, but we have not
7678239668803078946392461641104tried another provider
7%7%10%6%10%6%8%11%6%7%6%9%6%5%6%

bbabcfa

85695815011824651017281487120772211863662276811281No
80%80%64%80%69%80%74%67%80%80%80%74%81%84%80%

acdeddededecc

6711239361251224713Don't Know
1%1%1%1%*%1%1%1%1%1%1%*%2%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

Yes, and we have tried
149203670204134-206188206189204148634206another provider
12%8%24%20%13%15%-%13%16%13%14%13%12%17%13%13%

bcabe

Yes, but we have not
6814223710283-104951019310184417104tried another provider
6%6%15%10%7%9%-%7%8%6%7%6%7%11%7%6%

bcbb

989203882471249671212709081247105212431044262091281No
81%85%61%69%80%75%100%80%76%80%78%80%81%72%80%80%

aaaccddd

92*3138-131113121310-*13Don't Know
1%1%*%1%1%1%-%1%1%1%1%1%1%-%*%1%

Columns Tested: 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 other than Royal Mail or [QV5c provider]?
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

Yes, and we have tried
61201097817110220447158--206206another provider

72%32%9%20%14%11%2%14%9%14%-%-%100%13%

bbbbc

Yes, but we have not
1376439106041003371-104-104tried another provider

12%10%5%10%8%6%3%7%6%6%-%100%-%6%

bac

1216991278948619511874248571281--1281No
16%57%84%70%77%83%89%79%83%78%100%-%-%80%

aaaab

-310*267658---13Don't Know
-%1%1%*%1%1%6%*%1%1%-%-%-%1%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

Yes, and we have tried
51504956206another provider
13%12%12%14%13%

Yes, but we have not
26202928104tried another provider
7%5%7%7%6%

3153363233071281No
79%82%80%78%80%

751-13Don't Know
2%1%*%-%1%

aba
Columns Tested: a,b,c,d
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
802152163177628911015892946580521294Unweighted total

108758637462158158219929297137731281Weighted total

We don't mail large
30691718174740693227272226351enough volumes
28%16%27%25%28%29%25%31%35%29%28%16%35%27%

blllblblblblbl

Happy / satisfied with
the service from current

16510513102722368198277194provider
15%17%8%18%16%17%14%17%9%21%8%20%10%15%

kkekkkcekcek

Our chosen provider is
reliable enough for our

146131096291832151013186178needs
13%22%15%13%10%18%12%14%16%10%14%13%8%14%

adgijm

We are near a Post
1136796242318794185135Office
10%10%12%12%9%15%15%8%7%10%4%13%7%11%

cc

Convenience / easier /
10646811181723446157124suits our needs
10%6%10%10%17%11%11%11%5%5%6%11%10%10%

cdel

Unaware of other
8381084816117513154109providers
8%14%15%11%6%5%10%5%8%6%13%11%5%8%

dfhmdfhmf

Support Royal Mail /
local Post Office / I'm

703351916117776582against privatisation
6%6%5%7%2%6%10%5%7%7%8%5%7%6%

No need to change - no
demand / requirement to

7234331181345911981change
7%5%6%4%4%7%5%6%4%6%9%8%12%6%

j

Not considered / haven't
thought about it / no
time / it's not my

60362399152649471decision
6%5%10%3%4%6%6%7%2%6%4%7%5%6%

ejm

Our chosen provider is
safe enough for our

33444*6264427244needs
3%7%6%5%1%4%1%3%4%4%2%5%2%3%

gm

Don't know enough about
what other providers

303231-475345238offer
3%5%3%4%2%-%2%3%6%3%4%3%2%3%

hh
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
802152163177628911015892946580521294Unweighted total

108758637462158158219929297137731281Weighted total

Our chosen provider is
fast enough for our

28332-6223527236needs
3%5%4%3%-%4%1%1%3%6%2%5%2%3%

ff

Always been with them /
28*34-597*42*-35always use them
3%*%4%6%-%3%6%3%*%5%2%*%-%3%

lbeilmbelll

Others more expensive
than our current

2722114*62*56232providers
2%4%4%1%2%3%*%3%2%*%6%5%2%3%

dgg

Don't know enough about
other providers and

25113*4-61542229their services
2%1%1%4%*%3%-%3%1%6%4%2%3%2%

ggklg

Other providers don't
pick up mail in this

172*214-2--*2721area
2%3%1%3%2%3%-%1%-%-%*%2%10%2%

bcdefgk

lm

Other providers could
not deliver to all the

9112-*-23-*2212areas we need
1%1%2%2%-%*%-%1%3%-%*%2%2%1%

m

Other operators do not
provide the service I

51*1---2*1--27need
*%2%*%1%-%-%-%1%*%1%-%-%2%1%

Our customers prefer our
21**---*--2--4chosen provider
*%2%1%1%-%-%-%*%-%-%2%-%-%*%

mm

2*-*---2-*---3Close to a post box
*%1%-%1%-%-%-%1%-%*%-%-%-%*%

351131-1192822-40Other
3%2%2%4%2%-%7%4%2%9%2%2%-%3%

hkabehklm

191213342314**23Don't know
2%1%3%1%5%2%2%1%3%1%4%*%*%2%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
738223390610011944288663043930381979901294Unweighted total
4156208976471234382900496563212321281Weighted total

We don't mail large
*9153261134011323871*16344351enough volumes
1%16%7%33%24%28%30%26%15%9%9%9%18%28%27%

bddbcdbcdef

Happy / satisfied with
the service from current

61542130618750144131129180194provider
15%27%20%13%13%15%13%16%27%23%10%36%28%15%15%

aaadadad

Our chosen provider is
reliable enough for our

584112371714912881115169178needs
12%14%20%13%15%14%13%14%17%12%29%11%17%14%14%

aa

We are near a Post
*6191101134429331**2132135Office
1%11%9%11%3%11%11%10%7%9%8%2%7%11%11%

dddb

Convenience / easier /
32298951184084611*4117124suits our needs
7%4%14%9%11%10%10%9%13%18%15%7%12%10%10%

ac

Unaware of other
1031184410528812***2106109providers
25%5%5%9%8%8%7%9%5%4%2%6%6%9%8%

abcf

Support Royal Mail /
local Post Office / I'm

46215018133492*-*28082against privatisation
10%11%10%5%2%7%9%5%4%2%-%4%5%6%6%

aaa

No need to change - no
demand / requirement to

*1176327926552*-*17981change
1%2%8%6%4%6%7%6%4%2%-%5%4%6%6%

d

Not considered / haven't
thought about it / no
time / it's not my

5520418632348511136671decision
13%8%10%4%16%5%6%5%9%11%11%9%9%5%6%

aaaa

Our chosen provider is
safe enough for our

2223734114302***14244needs
5%4%1%4%6%3%4%3%3%3%9%2%3%3%3%

bb

Don't know enough about
what other providers

2492323612261**-13738offer
6%7%4%2%4%3%3%3%2%2%4%-%2%3%3%

a
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
738223390610011944288663043930381979901294Unweighted total
4156208976471234382900496563212321281Weighted total

Our chosen provider is
fast enough for our

**630*3613231-**13536needs
*%*%3%3%1%3%3%3%2%-%4%2%3%3%3%

Always been with them /
2352533212232*--23335always use them
6%5%2%3%6%3%3%3%5%7%-%-%6%3%3%

aa

Others more expensive
than our current

*5522*324282***13132providers
*%8%3%2%*%3%1%3%3%3%9%2%3%2%3%

abdba

Don't know enough about
other providers and

**523-2912171--*12729their services
1%1%3%2%-%2%3%2%3%-%-%2%4%2%2%

Other providers don't
pick up mail in this

1-318*21165****-2121area
2%-%1%2%*%2%4%1%1%2%3%2%-%2%2%

abb

Other providers could
not deliver to all the

1138*12481***11112areas we need
2%1%2%1%*%1%1%1%2%2%2%2%2%1%1%

Other operators do not
provide the service I

**25-7341---177need
*%1%1%*%-%1%1%*%1%-%-%-%2%1%1%

Our customers prefer our
--14*413*---*44chosen provider
-%-%*%*%*%*%*%*%*%-%-%-%*%*%*%

--*3-321*---*33Close to a post box
-%-%*%*%-%*%*%*%*%-%-%-%1%*%*%

41728*405351-*-13940Other
11%1%3%3%1%3%1%4%3%-%6%-%3%3%3%

abcb

3241432061741*111923Don't know
7%4%2%1%7%2%2%2%8%16%7%19%4%2%2%

abaaabaabfa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All those not considering another supplier
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*gfedcbaSignificance Level: 95%
10614153193152423621170551851901722585331294Unweighted total
1031255517372215441193620461581852626051281Weighted total

We don't mail large
817125*224343-25212863231351enough volumes
8%14%1%14%2%8%12%10%29%-%12%11%13%15%24%38%27%

bbcdebcdef

Happy / satisfied with
the service from current

3433234436710167-41031353676194provider
33%27%42%26%39%25%47%24%14%-%22%23%20%19%14%13%15%

aaabaa

Our chosen provider is
reliable enough for our

13228271239163-2928254073178needs
13%18%15%16%8%7%22%21%14%-%11%20%18%14%15%12%14%

a

We are near a Post
4729***5130-2212221285135Office
4%5%3%5%1%2%1%11%11%-%9%5%7%12%5%14%11%

bbde

Convenience / easier /
67*13-*24117-*314213351124suits our needs
6%6%1%8%-%1%13%10%10%-%2%7%9%11%13%8%10%

ff

Unaware of other
710512-62199-5411252242109providers
7%8%9%7%-%26%15%3%8%-%25%9%7%14%8%7%8%

abdead

Support Royal Mail /
local Post Office / I'm

56110-2-575-*31613252582against privatisation
5%5%2%6%-%8%-%11%6%-%1%6%10%7%10%4%6%

afaf

No need to change - no
demand / requirement to

713416*2-178-*31010273081change
7%10%8%9%2%8%-%3%7%-%2%7%6%6%10%5%6%

a

Not considered / haven't
thought about it / no
time / it's not my

11029*2*167-171315132271decision
1%8%4%5%6%9%2%2%6%-%6%15%8%8%5%4%6%

babaa

Our chosen provider is
safe enough for our

39-12-*-*442*32472744needs
3%7%-%7%-%*%-%1%4%32%1%6%1%2%3%4%3%

dd
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*cba*gfedcbaSignificance Level: 95%
10614153193152423621170551851901722585331294Unweighted total
1031255517372215441193620461581852626051281Weighted total

Don't know enough about
what other providers

565632*2302119431738offer
5%5%10%3%42%10%3%5%3%32%5%3%6%2%1%3%3%

b

Our chosen provider is
fast enough for our

23-5-*-*36-*13382136needs
2%3%-%3%-%*%-%*%3%-%1%1%2%2%3%3%3%

Always been with them /
12*3-*-332--111361435always use them
1%2%1%2%-%2%-%6%3%-%-%3%7%2%2%2%3%

abc

Others more expensive
than our current

936622*225-*17413732providers
9%3%12%3%33%9%1%5%2%-%2%1%4%2%5%1%3%

aaaa

Don't know enough about
other providers and

4-3*-*-*28--13691029their services
3%-%6%*%-%1%-%*%2%-%-%2%2%3%3%2%2%

aa

Other providers don't
pick up mail in this

-2-2*-*-21**-2351021area
-%1%-%1%2%-%3%-%2%3%1%-%1%2%2%2%2%

Other providers could
not deliver to all the

11*1*-*-11*2-231412areas we need
1%*%*%1%2%-%3%-%1%3%8%-%1%2%*%1%1%

abcde

Other operators do not
provide the service I

*2*2----7-*-*2157need
*%2%*%1%-%-%-%-%1%-%1%-%*%1%*%1%1%

Our customers prefer our
*--*----4---1**34chosen provider
*%-%-%*%-%-%-%-%*%-%-%-%*%*%*%*%*%

*-*----*3-*---*23Close to a post box
*%-%*%-%-%-%-%*%*%-%1%-%-%-%*%*%*%

23*5-1-4354*14442340Other
2%2%1%3%-%3%-%9%3%64%2%2%3%2%1%4%3%

a

74110-21217*13515823Don't know
7%4%3%6%-%10%9%6%1%2%4%6%3%*%2%1%2%

acabcc
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
88997719311995031019337532121775811993812426651294Unweighted total
85695815011824651017281487120772211863662276811281Weighted total

We don't mail large
214251253208425238913211753166132254351enough volumes
25%26%16%27%18%25%14%19%27%24%27%17%14%37%27%

acdedededebc

Happy / satisfied with
the service from current

14515129184851535693189110187663692194provider
17%16%19%16%18%15%20%19%16%15%16%18%16%13%15%

ffa

Our chosen provider is
reliable enough for our

12114128169781465096170114167633480178needs
14%15%19%14%17%14%18%20%14%16%14%17%15%12%14%

acfa

We are near a Post
78981011844118264612167115342675135Office
9%10%7%10%9%12%9%9%10%9%10%9%11%11%11%

Convenience / easier /
97921312148103375212272122352663124suits our needs
11%10%9%10%10%10%13%11%10%10%10%10%11%9%10%

Unaware of other
7383151043490293310667100411649109providers
8%9%10%9%7%9%10%7%9%9%8%11%7%7%8%

a

Support Royal Mail /
local Post Office / I'm

616512773264282977527736133382against privatisation
7%7%8%7%7%6%10%6%6%7%6%10%6%5%6%

acdfa

No need to change - no
demand / requirement to

526114803263173381458021263381change
6%6%10%7%7%6%6%7%7%6%7%6%12%5%6%

ac

Not considered / haven't
thought about it / no
time / it's not my

545720652960182265486420173371decision
6%6%13%5%6%6%7%4%5%7%5%5%8%5%6%

ab

Our chosen provider is
safe enough for our

2732939243082441283814121844needs
3%3%6%3%5%3%3%5%3%4%3%4%5%3%3%

Don't know enough about
what other providers

2826735172910203817371461838offer
3%3%4%3%4%3%4%4%3%2%3%4%2%3%3%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
88997719311995031019337532121775811993812426651294Unweighted total
85695815011824651017281487120772211863662276811281Weighted total

Our chosen provider is
fast enough for our

2028833192661933213111101536needs
2%3%6%3%4%3%2%4%3%3%3%3%5%2%3%

b

Always been with them /
23313325286133217321641435always use them
3%3%2%3%1%3%2%3%3%2%3%4%2%2%3%

aa

Others more expensive
than our current

272792913288163226321191232providers
3%3%6%2%3%3%3%3%3%4%3%3%4%2%3%

ab

Don't know enough about
other providers and

212052711251182920291241029their services
3%2%3%2%2%2%4%2%2%3%2%3%2%2%2%

Other providers don't
pick up mail in this

1918121101867211621161421area
2%2%*%2%2%2%2%1%2%2%2%*%3%2%2%

cc

Other providers could
not deliver to all the

88312410421261252612areas we need
1%1%2%1%1%1%1%*%1%1%1%1%1%1%1%

Other operators do not
provide the service I

552735117572147need
1%1%2%1%1%1%*%*%1%1%1%*%1%1%1%

Our customers prefer our
341434-34441*24chosen provider
*%*%1%*%1%*%-%1%*%1%*%*%*%*%*%

13-323*1323**23Close to a post box
*%*%-%*%*%*%*%*%*%*%*%*%*%*%*%

19244301227916332233962540Other
2%3%3%3%3%3%3%3%3%3%3%2%3%4%3%

1417119161910182215221110223Don't know
2%2%1%2%4%2%4%4%2%2%2%3%4%*%2%

bacfaa
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
997202942871265700112869461269109312641042282201294Unweighted total
989203882471249671212709081247105212431044262091281Weighted total

We don't mail large
2796111533351552346207330273328307736351enough volumes
28%30%12%21%27%23%100%27%23%26%26%26%29%27%17%27%

aada

Happy / satisfied with
the service from current

16615134418998-192142190164190157229194provider
17%7%15%18%15%15%-%15%16%15%16%15%15%8%14%15%

bb

Our chosen provider is
reliable enough for our

13829113417497-177133175153175139535178needs
14%14%12%14%14%14%-%14%15%14%15%14%13%20%17%14%

We are near a Post
11510102212776-13596130112126120114135Office
12%5%12%9%10%11%-%11%11%10%11%10%12%5%7%11%

bba

Convenience / easier /
961981812069-1249112010111998524124suits our needs
10%9%10%7%10%10%-%10%10%10%10%10%9%19%12%10%

Unaware of other
7916141510857-107831079010685520109providers
8%8%15%6%9%8%-%8%9%9%9%9%8%18%9%8%

c

Support Royal Mail /
local Post Office / I'm

60176257847-826782728271-1182against privatisation
6%8%7%10%6%7%-%6%7%7%7%7%7%-%5%6%

b

No need to change - no
demand / requirement to

62162238150-816279627970-981change
6%8%3%9%6%7%-%6%7%6%6%6%7%-%4%6%

Not considered / haven't
thought about it / no
time / it's not my

441710236838-695069556957*1371decision
4%9%11%9%5%6%-%5%5%6%5%6%5%*%6%6%

ccab

Our chosen provider is
safe enough for our

305994331-4432444044342744needs
3%2%10%3%3%5%-%3%4%4%4%4%3%9%3%3%

bc

Don't know enough about
what other providers

2846103822-3830363036264838offer
3%2%6%4%3%3%-%3%3%3%3%3%2%15%4%3%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
997202942871265700112869461269109312641042282201294Unweighted total
989203882471249671212709081247105212431044262091281Weighted total

Our chosen provider is
fast enough for our

2178113625-362736333631*336needs
2%3%9%4%3%4%-%3%3%3%3%3%3%2%1%3%

bc

Always been with them /
303273519-352335293526-935always use them
3%1%2%3%3%3%-%3%3%3%3%3%3%-%4%3%

Others more expensive
than our current

18105103224-32253230321921432providers
2%5%5%4%3%4%-%3%3%3%3%3%2%7%7%3%

ccc

Don't know enough about
other providers and

236*82915-2720291829242529their services
2%3%1%3%2%2%-%2%2%2%2%2%2%9%2%2%

Other providers don't
pick up mail in this

138-2209-211620182016-621area
1%4%-%1%2%1%-%2%2%2%2%2%1%-%3%2%

c

Other providers could
not deliver to all the

9313115-1071281211-112areas we need
1%1%1%1%1%1%-%1%1%1%1%1%1%-%*%1%

Other operators do not
provide the service I

52-374-757577-17need
1%1%-%1%1%1%-%1%1%1%1%1%1%-%*%1%

Our customers prefer our
4*-144-444442-24chosen provider
*%*%-%1%*%1%-%*%*%*%*%*%*%-%1%*%

c

2*--32-323233--3Close to a post box
*%*%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

26113104027-393140324028-1040Other
3%5%3%4%3%4%-%3%3%3%3%3%3%-%5%3%

194-32315-232023202319*323Don't know
2%2%-%1%2%2%-%2%2%2%2%2%2%*%1%2%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababac*b*aSignificance Level: 95%
12351003275918919511994208741294--1294Unweighted total
1216991278948619511874248571281--1281Weighted total

We don't mail large
-23270792322129322111240351--351enough volumes
-%11%27%28%24%26%31%27%26%28%27%-%-%27%

Happy / satisfied with
the service from current

165159307147918466127194--194provider
100%30%16%11%8%17%10%16%16%15%15%-%-%15%

ab

Our chosen provider is
reliable enough for our

-361601681391716063115178--178needs
-%17%16%6%8%16%18%13%15%13%14%-%-%14%

ab

We are near a Post
-11115204110121234689135--135Office
-%5%12%7%5%13%13%10%11%10%11%-%-%11%

ab

Convenience / easier /
-131012298871174480124--124suits our needs
-%6%10%8%9%10%7%10%10%9%10%-%-%10%

Unaware of other
-176047155581012980109--109providers
-%8%6%17%16%6%8%9%7%9%8%-%-%8%

ba

Support Royal Mail /
local Post Office / I'm

-106814856577255782--82against privatisation
-%4%7%5%8%7%5%6%6%7%6%-%-%6%

No need to change - no
demand / requirement to

-166613653576285381--81change
-%8%7%5%7%6%6%6%6%6%6%-%-%6%

Not considered / haven't
thought about it / no
time / it's not my

-115318149566244771--71decision
-%5%5%6%1%6%5%6%6%5%6%-%-%6%

Our chosen provider is
safe enough for our

-11412133143182644--44needs
-%5%4%1%1%4%1%4%4%3%3%-%-%3%

a

Don't know enough about
what other providers

-112513821434102838--38offer
-%5%3%5%8%2%4%3%2%3%3%-%-%3%

a
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababac*b*aSignificance Level: 95%
12351003275918919511994208741294--1294Unweighted total
1216991278948619511874248571281--1281Weighted total

Our chosen provider is
fast enough for our

-7305-28135162036--36needs
-%3%3%2%-%3%1%3%4%2%3%-%-%3%

Always been with them /
-3287228431142135--35always use them
-%2%3%3%3%3%4%3%3%3%3%-%-%3%

Others more expensive
than our current

-122111316*3262632--32providers
-%6%2%4%3%2%1%3%1%3%3%-%-%3%

Don't know enough about
other providers and

-420831632662329--29their services
-%2%2%3%4%2%3%2%1%3%2%-%-%2%

Other providers don't
pick up mail in this

-2175*20*2171521--21area
-%1%2%2%*%2%1%2%2%2%2%-%-%2%

Other providers could
not deliver to all the

-193*62105712--12areas we need
-%1%1%1%*%1%2%1%1%1%1%-%-%1%

Other operators do not
provide the service I

-271*7-7167--7need
-%1%1%*%*%1%-%1%*%1%1%-%-%1%

Our customers prefer our
-*31-1-4224--4chosen provider
-%*%*%1%-%*%-%*%1%*%*%-%-%*%

-*3-21*2123--3Close to a post box
-%*%*%-%2%*%1%*%*%*%*%-%-%*%

a

-42612619238182240--40Other
-%2%3%4%6%2%2%3%4%3%3%-%-%3%

a

-10121041032016723--23Don't know
-%5%1%3%4%1%3%2%4%1%2%-%-%2%

baa
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3123343303181294Unweighted total
3153363233071281Weighted total

We don't mail large
711148284351enough volumes
22%34%25%27%27%

bd

Happy / satisfied with
the service from current

37495850194provider
12%15%18%16%15%

d

Our chosen provider is
reliable enough for our

22455456178needs
7%14%17%18%14%

ddd

We are near a Post
48283028135Office
15%8%9%9%11%

abc

Convenience / easier /
25325116124suits our needs
8%10%16%5%10%

aacd

Unaware of other
37301923109providers
12%9%6%8%8%

b

Support Royal Mail /
local Post Office / I'm

1027271882against privatisation
3%8%8%6%6%

dd

No need to change - no
demand / requirement to

2720171781change
9%6%5%6%6%

Not considered / haven't
thought about it / no
time / it's not my

2914151271decision
9%4%5%4%6%

abc

Our chosen provider is
safe enough for our

81761344needs
2%5%2%4%3%

b

Don't know enough about
what other providers

114101438offer
4%1%3%4%3%

cc
Columns Tested: a,b,c,d
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3123343303181294Unweighted total
3153363233071281Weighted total

Our chosen provider is
fast enough for our

7198236needs
2%6%2%1%3%

abd

Always been with them /
10*121335always use them
3%*%4%4%3%

ccc

Others more expensive
than our current

3771532providers
1%2%2%5%3%

d

Don't know enough about
other providers and

4*52029their services
1%*%2%6%2%

cbcd

Other providers don't
pick up mail in this

565521area
2%2%2%2%2%

Other providers could
not deliver to all the

231512areas we need
1%1%*%2%1%

Other operators do not
provide the service I

21-57need
1%*%-%2%1%

b

Our customers prefer our
2*1*4chosen provider
1%*%*%*%*%

--3-3Close to a post box
-%-%1%-%*%

12961340Other
4%3%2%4%3%

953723Don't know
3%1%1%2%2%

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

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

94842456062156125202837472110641095Yes
69%66%60%69%70%75%66%73%72%63%64%62%67%68%

kkbkkk

431213027265363763243406731509No
31%34%40%31%30%25%34%27%28%37%36%38%33%32%

efhjmh
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

5978210748391056333762466572810491095Yes
62%75%72%67%66%68%72%67%72%70%69%71%73%68%68%

dda

362781365204891303791822311491509No
38%25%28%33%34%32%28%33%28%30%31%29%27%32%32%

bcb
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

1621239519121303048966*24581611652264601095Yes
75%69%77%70%71%70%70%64%68%5%83%75%74%69%73%64%68%

acaaa

5456288391313274479520577486259509No
25%31%23%30%29%30%30%36%32%95%17%25%26%31%27%36%32%

fbdef

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

7388411631018491885281524103466110163192095551095Yes
69%70%70%69%73%70%74%72%69%73%69%64%74%68%68%

bacacc

338353714631783839920646924346217973257509No
31%30%30%31%27%30%26%28%31%27%31%36%26%32%32%

abebeb
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

790202992561074652-109084410769541072864321841095Yes
65%84%68%72%69%73%-%68%70%69%71%69%67%89%71%68%

acbac

42538461024932442502357491392488423476509No
35%16%32%28%31%27%100%32%30%31%29%31%33%11%29%32%

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

Ofcom; Business Postal Tracker
Table 91  (continuation)                                                                                                                                                                        Page 747

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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

627578028786681311064-1095857711581095Yes
76%73%66%73%70%66%29%71%-%100%67%69%77%68%

bbbc

21013941083635776433509-4243347509No
24%27%34%27%30%34%71%29%100%-%33%31%23%32%

aaaa
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

2292762952951095Yes
57%67%73%75%68%

ddcd

17013410897509No
43%33%27%25%32%

abca
Columns Tested: a,b,c,d
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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%
316547163283040583045253921504Unweighted total
431213027265363763243406731509Weighted total

We have already moved
everything that is

130577715153281114207149possible to move
30%24%23%27%27%29%23%42%26%25%36%31%23%29%

kl

Happy with sending
958783151115794257118things by mail
22%38%24%30%11%29%17%19%21%20%9%37%24%23%

fgmm

We prefer to send things
502345711543213-59to customers by mail
12%8%10%15%20%13%17%7%12%7%5%20%-%12%

48231-4474994754No reason
11%9%9%4%-%8%6%10%12%20%22%6%23%11%

j

Do not use computers /
only one that uses a

3614-321371322442computer
8%4%14%-%10%5%20%9%5%6%4%3%12%8%

jjbjlmj

No need - do not have a
301243259344-*37large volume of mail
7%7%8%14%10%4%8%12%8%10%9%-%*%7%

bmbb

There is no pressure
from customers for us to

171111-11-11-2-20move
4%5%3%4%5%-%17%-%4%3%-%4%-%4%

dfhjkm

Planning to do so in the
12--15-2*13-*-13future
3%-%-%4%20%-%3%*%4%6%-%*%-%2%

k

No alternative media
12**-1222-*-4-12that would meet my needs
3%1%2%-%5%5%3%2%-%*%-%6%-%2%

j

Need to send hard copies
/ keep hard copies of

91111*2--12-212everything we send
2%4%3%4%6%1%3%-%-%3%4%-%6%2%

11**---42-1-2211Reliability / trust
2%1%2%-%-%-%6%2%-%3%-%3%6%2%

9-1-12-21-*2-10Not considered this
2%-%5%-%5%4%-%3%4%-%*%3%-%2%

Lack of information
about products and costs

61---22---2--7by other providers
1%4%-%-%-%4%3%-%-%-%4%-%-%1%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkj*ihgfed*cb*aSignificance Level: 95%
316547163283040583045253921504Unweighted total
431213027265363763243406731509Weighted total

Time or extra admin
3-*-1----*2--4required
1%-%2%-%5%-%-%-%-%*%4%-%-%1%

4-----*--1-2-4Cost
1%-%-%-%-%-%*%-%-%3%-%3%-%1%

The unreliability of
3-------1--2-3email address lists
1%-%-%-%-%-%-%-%4%-%-%3%-%1%

1--2*----*---2Hassle of moving
*%-%-%7%1%-%-%-%-%*%-%-%-%*%

fklm

Customers are unwilling
2-----------22to give email addresses
*%-%-%-%-%-%-%-%-%-%-%-%6%*%

Contracted with postal
provider / franking

*------*-----*machine
*%-%-%-%-%-%-%*%-%-%-%-%-%*%

--------------Other media ineffective
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------1----1No particular reason
*%-%-%-%-%-%-%-%4%-%-%-%-%*%

m

12-*21-*21-4*415Other
3%-%2%7%5%-%*%2%4%-%9%*%12%3%

l

4*3**-*---22-8Don't know
1%2%8%2%1%-%*%-%-%-%4%3%-%2%

dfm

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
5234843343546914336110616131562398504Unweighted total
362781365204891303791822311491509Weighted total

We have already moved
everything that is

1331911471422012961-14143149possible to move
37%12%23%31%36%29%15%34%32%31%-%29%40%29%29%

ccb

Happy with sending
91128694114457351113113118things by mail

26%42%35%19%17%23%34%19%28%25%51%23%25%23%23%

aaa

We prefer to send things
341735*5922372*1*15759to customers by mail
8%15%20%10%2%12%17%10%12%8%36%16%6%12%12%

aa

3*546*5313401*-*15254No reason
7%1%6%13%2%11%10%11%7%8%-%10%7%11%11%

c

Do not use computers /
only one that uses a

-263424011311---14142computer
-%7%7%9%9%8%8%8%3%-%-%-%5%8%8%

d

No need - do not have a
*213443412251*-**3737large volume of mail
1%9%1%9%20%7%9%7%4%8%-%5%3%7%7%

bbda

There is no pressure
from customers for us to

2*513-205151**-*2020move
6%*%6%4%-%4%4%4%4%8%15%-%2%4%4%

Planning to do so in the
2119-13-131-***1213future
5%3%2%2%-%3%-%3%4%-%11%12%2%2%2%

b

No alternative media
5*-7-12481--**1212that would meet my needs

13%1%-%2%-%3%3%2%3%-%-%7%4%2%2%

ab

Need to send hard copies
/ keep hard copies of

2153*122101-*-11112everything we send
6%3%7%1%1%2%1%3%5%-%6%-%7%2%2%

aaa

--562948*---*1111Reliability / trust
-%-%7%2%10%2%3%2%1%-%-%-%1%2%2%

aa

*226-10110*--**1010Not considered this
*%7%3%2%-%2%*%3%2%-%-%5%1%2%2%

Columns Tested: a,b,c,d,e,f - a,b - 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
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababaf*e*d*cbaSignificance Level: 95%
5234843343546914336110616131562398504Unweighted total
362781365204891303791822311491509Weighted total

Lack of information
about products and costs

-*24-742-----77by other providers
-%2%3%1%-%1%3%1%-%-%-%-%-%1%1%

a

Time or extra admin
---4-4-4*---*44required
-%-%-%1%-%1%-%1%1%-%-%-%2%1%1%

---4-421*---*34Cost
-%-%-%1%-%1%2%*%1%-%-%-%1%1%1%

The unreliability of
1-2--3-3-----33email address lists
4%-%3%-%-%1%-%1%-%-%-%-%-%1%1%

aa

--*2-2*21---122Hassle of moving
-%-%*%1%-%1%*%1%3%-%-%-%5%*%*%

aa

Customers are unwilling
---2-22------22to give email addresses
-%-%-%*%-%*%1%-%-%-%-%-%-%*%*%

a

Contracted with postal
provider / franking

---*-*-**---*-*machine
-%-%-%*%-%*%-%*%1%-%-%-%1%-%*%

a

---------------Other media ineffective
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1--1-1-----11No particular reason
-%-%2%-%-%*%-%*%-%-%-%-%-%*%*%

a

2-310*145101**-*1415Other
6%-%3%3%1%3%3%3%3%6%15%-%1%3%3%

***735-811*--78Don't know
*%1%1%2%13%1%-%2%5%22%18%-%-%1%2%

aa
Columns Tested: a,b,c,d,e,f - a,b - 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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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*g*fedcbaSignificance Level: 95%
585631831513192942892033607078234504Unweighted total
5456288391313274479520577486259509Weighted total

We have already moved
everything that is

1912112018*13128-1619211587149possible to move
35%21%41%24%8%59%3%46%29%-%25%30%33%28%18%34%29%

bb

Happy with sending
1411719255410242416162057118things by mail
26%20%24%23%23%40%37%16%23%42%31%19%28%21%23%22%23%

We prefer to send things
4444-11355**1816112159to customers by mail
7%7%14%4%-%5%4%11%12%5%10%7%14%22%13%8%12%

a

36181--2512*-55142854No reason
5%11%4%10%9%-%-%7%11%19%4%-%9%7%16%11%11%

ee

Do not use computers /
only one that uses a

*2-2---240---2543142computer
1%3%-%3%-%-%-%7%9%-%-%-%4%6%4%12%8%

be

No need - do not have a
4325--2233--*24*3037large volume of mail
7%5%6%5%-%-%14%8%7%-%-%2%3%6%1%12%7%

b

There is no pressure
from customers for us to

3324--2117**21410320move
6%5%8%5%-%-%16%5%4%4%6%11%1%5%12%1%4%

adad

Planning to do so in the
-6-6*-1*121**44*313future
-%10%-%7%2%-%4%*%3%14%5%2%6%5%1%1%2%

baa

No alternative media
4*223---102*3-23212that would meet my needs
7%1%8%2%33%-%-%-%2%21%2%15%-%3%4%1%2%

abcd

Need to send hard copies
/ keep hard copies of

5225-*1*11-2*432112everything we send
9%3%6%6%-%1%4%2%2%-%35%2%7%4%2%*%2%

aa

2-2----47---424211Reliability / trust
4%-%8%-%-%-%-%14%2%-%-%-%6%3%5%1%2%

aaa

22*4--*-10--2**4410Not considered this
4%4%2%5%-%-%1%-%2%-%-%11%1%1%4%2%2%

acd

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

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*e*d*c*ba*g*fedcbaSignificance Level: 95%
585631831513192942892033607078234504Unweighted total
5456288391313274479520577486259509Weighted total

Lack of information
about products and costs

22222---5--*---67by other providers
4%4%8%3%25%-%-%-%1%-%-%2%-%-%-%2%1%

Time or extra admin
-2-2----4----12*4required
-%4%-%2%-%-%-%-%1%-%-%-%-%2%2%*%1%

--------4---*12-4Cost
-%-%-%-%-%-%-%-%1%-%-%-%*%2%2%-%1%

aa

The unreliability of
-1-1--1-2---1-2-3email address lists
-%2%-%2%-%-%10%-%*%-%-%-%2%-%2%-%1%

aa

**-*----2--*-**12Hassle of moving
*%*%-%*%-%-%-%-%1%-%-%1%-%1%*%1%*%

Customers are unwilling
--------2------22to give email addresses
-%-%-%-%-%-%-%-%*%-%-%-%-%-%-%1%*%

Contracted with postal
provider / franking

--------*----*--*machine
-%-%-%-%-%-%-%-%*%-%-%-%-%*%-%-%*%

-----------------Other media ineffective
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------1---1---1No particular reason
-%-%-%-%-%-%-%-%*%-%-%-%2%-%-%-%*%

a

1414--2-122--*35415Other
2%6%3%5%-%-%17%-%3%24%-%-%*%4%6%1%3%

a

**-*--**7-***4128Don't know
*%*%-%*%-%-%1%1%2%-%2%1%1%6%1%1%2%

a
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - 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
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
3353559045518738112521346126045617188242504Unweighted total
338353714631783839920646924346217973257509Weighted total

We have already moved
everything that is

971103213261107296213781135431591149possible to move
29%31%45%29%34%28%29%30%29%33%29%24%20%35%29%

bbc

Happy with sending
7786161094095235711367109531945118things by mail
23%24%23%23%22%25%23%28%24%28%24%30%26%18%23%

a

We prefer to send things
40484551951112757325724102659to customers by mail
12%13%6%12%11%13%11%13%12%13%12%13%13%10%12%

273834910299194817471263554No reason
8%11%4%10%6%8%9%9%10%7%10%7%8%14%11%

cc

Do not use computers /
only one that uses a

31272408331114094019121142computer
9%8%3%9%5%9%1%5%9%4%9%11%16%4%8%

cbebebeaa

No need - do not have a
22203301225311309301022537large volume of mail
6%6%4%6%7%7%3%6%6%4%6%6%3%10%7%

b

There is no pressure
from customers for us to

16123196202619819461120move
5%3%4%4%3%5%2%3%4%3%4%2%8%4%4%

c

Planning to do so in the
1083118115611101152513future
3%2%5%2%5%3%5%3%2%4%2%3%3%2%2%

No alternative media
84111611661251292212that would meet my needs
2%1%1%2%3%3%6%3%3%2%3%5%2%1%2%

a

Need to send hard copies
/ keep hard copies of

10103124123712111235412everything we send
3%3%4%3%2%3%3%3%2%4%3%1%7%1%2%

ac

772979491181151511Reliability / trust
2%2%3%2%4%2%4%4%2%3%2%3%1%2%2%

85*106106510510-2810Not considered this
2%1%*%2%4%3%6%2%2%2%2%-%3%3%2%

accc
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
3353559045518738112521346126045617188242504Unweighted total
338353714631783839920646924346217973257509Weighted total

Lack of information
about products and costs

722732-45453-47by other providers
2%1%3%1%1%1%-%2%1%2%1%2%-%1%1%

Time or extra admin
32*414**414-*44required
1%1%*%1%1%1%*%*%1%*%1%-%*%1%1%

1414111*4442-14Cost
*%1%2%1%1%*%1%*%1%1%1%1%-%1%1%

The unreliability of
33-323313333--3email address lists
1%1%-%1%1%1%3%1%1%1%1%2%-%-%1%

acfa

21*2*2*1212*112Hassle of moving
1%*%*%*%*%1%*%*%*%*%*%*%1%1%*%

Customers are unwilling
2222-2--222--22to give email addresses
1%1%3%*%-%*%-%-%*%1%*%-%-%1%*%

ab

Contracted with postal
provider / franking

**-****-***-*-*machine
*%*%-%*%*%*%*%-%*%*%*%-%*%-%*%

---------------Other media ineffective
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-1--1111--1No particular reason
-%*%-%*%-%*%-%-%*%1%*%1%-%-%*%

1110314412261481453715Other
3%3%5%3%2%3%2%3%3%3%3%3%4%3%3%

441712117272428Don't know
1%1%1%1%1%*%1%1%1%1%1%1%5%1%2%

a
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - 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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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
41735521214922501499360491402488415873504Unweighted total
42538461024932442502357491392488423476509Weighted total

We have already moved
everything that is

12014154114586-149101145120143130-19149possible to move
28%38%32%40%29%35%-%30%28%29%31%29%31%-%24%29%

b

Happy with sending
1052111911749-116871169511493119118things by mail
25%4%24%18%24%20%-%23%24%24%24%23%22%27%25%23%

bb

We prefer to send things
511845536-574755465549-859to customers by mail
12%2%16%4%11%15%-%11%13%11%12%11%12%-%11%12%

bcc

45721052162493752325251-254No reason
11%18%5%10%10%6%100%10%10%11%8%11%12%-%3%11%

a

Do not use computers /
only one that uses a

402-94220-42284230422821342computer
9%5%-%9%8%8%-%8%8%8%8%9%7%44%17%8%

ac

No need - do not have a
314253314-372232253232-637large volume of mail
7%10%5%4%7%6%-%7%6%7%6%7%8%-%7%7%

There is no pressure
from customers for us to

19*11209-181220152016*420move
4%*%3%1%4%4%-%4%3%4%4%4%4%12%5%4%

Planning to do so in the
103*2138-131013111312-*13future
2%8%*%2%3%3%-%3%3%3%3%3%3%-%1%2%

No alternative media
822*126-12101210128-412that would meet my needs
2%6%5%*%3%3%-%2%3%3%3%3%2%-%6%2%

Need to send hard copies
/ keep hard copies of

11-14128-12101211126*512everything we send
3%-%2%4%2%3%-%2%3%2%3%2%1%12%7%2%

c

11--4118-11111111119-211Reliability / trust
3%-%-%4%2%3%-%2%3%2%3%2%2%-%3%2%

10--2105-10101010109*110Not considered this
2%-%-%2%2%2%-%2%3%2%3%2%2%12%2%2%

Lack of information
about products and costs

5-2674-767475-27by other providers
1%-%5%6%1%2%-%1%2%1%1%1%1%-%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

ab        c
Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b,c
Produced by OLR
OFC1885
Issue date: 03/07/13



Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
41735521214922501499360491402488415873504Unweighted total
42538461024932442502357491392488423476509Weighted total

Time or extra admin
21-243-434444--4required
1%3%-%2%1%1%-%1%1%1%1%1%1%-%-%1%

21-141-444443-*4Cost
*%4%-%1%1%1%-%1%1%1%1%1%1%-%*%1%

c

The unreliability of
1-2-3--313333--3email address lists
*%-%5%-%1%-%-%1%*%1%1%1%1%-%-%1%

c

2--*21-222222-12Hassle of moving
1%-%-%*%1%*%-%*%*%1%1%1%*%-%1%*%

Customers are unwilling
2--22--2-2222--2to give email addresses
*%-%-%2%*%-%-%*%-%*%*%*%*%-%-%*%

a

Contracted with postal
provider / franking

*---**-******--*machine
*%-%-%-%*%*%-%*%*%*%*%*%*%-%-%*%

----------------Other media ineffective
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---11-111111--1No particular reason
*%-%-%-%*%1%-%*%*%*%*%*%*%-%-%*%

7443137-151015111510-415Other
2%11%8%3%3%3%-%3%3%3%3%3%2%-%5%3%

cc

7**184-868586*18Don't know
2%*%*%1%2%2%-%2%2%2%1%2%1%5%1%2%

Columns Tested: 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: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*babab*ac*baSignificance Level: 95%
31073941002836278426504-4202949504Unweighted total
21013941083635776433509-4243347509Weighted total

We have already moved
everything that is

-2511137171025144149-1221313149possible to move
-%25%28%35%46%28%6%33%29%-%29%41%28%29%

b

Happy with sending
-29991539617101118-10459118things by mail
-%28%25%14%8%27%22%23%23%-%24%16%19%23%

a

We prefer to send things
-9441344375159-512659to customers by mail
-%9%11%12%11%12%10%12%12%-%12%7%12%12%

-6476525104454-50*254No reason
-%6%12%5%14%7%13%10%11%-%12%*%4%11%

Do not use computers /
only one that uses a

-23210226251742-382242computer
-%2%8%9%5%7%33%4%8%-%9%6%4%8%

a

No need - do not have a
-6307229132437-37-*37large volume of mail
-%6%8%6%6%8%17%6%7%-%9%-%*%7%

aa

There is no pressure
from customers for us to

-6119*13-2020-172220move
-%6%3%9%1%4%-%5%4%-%4%5%4%4%

b

Planning to do so in the
-68546-1313-82213future
-%6%2%5%12%2%-%3%2%-%2%5%5%2%

No alternative media
*493-1021112-62412that would meet my needs

10%4%2%3%-%3%2%2%2%-%1%7%8%2%

c

Need to send hard copies
/ keep hard copies of

158327-1212-6*512everything we send
66%5%2%3%5%2%-%3%2%-%1%1%11%2%

c

-29228-1111-7-411Reliability / trust
-%2%2%2%5%2%-%3%2%-%2%-%8%2%

c

-5101*10-1010-92-10Not considered this
-%5%2%1%1%3%-%2%2%-%2%6%-%2%

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

Ofcom; Business Postal Tracker
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QF5. Why have you not moved any mail to other communication methods in the last 12 months?
Base: All who have not moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*baba*babab*ac*baSignificance Level: 95%
31073941002836278426504-4202949504Unweighted total
21013941083635776433509-4243347509Weighted total

Lack of information
about products and costs

-424*4*67-34-7by other providers
-%4%1%4%1%1%1%1%1%-%1%12%-%1%

b

Time or extra admin
-*22-4-44-4*-4required
-%*%*%2%-%1%-%1%1%-%1%1%-%1%

--122*-44-4--4Cost
-%-%*%2%6%*%-%1%1%-%1%-%-%1%

The unreliability of
-13--2-33-2-13email address lists
-%1%1%-%-%1%-%1%1%-%*%-%3%1%

-*2*-2*22-2*-2Hassle of moving
-%*%1%*%-%1%1%*%*%-%1%1%-%*%

Customers are unwilling
--2--2-22-2--2to give email addresses
-%-%*%-%-%1%-%*%*%-%*%-%-%*%

Contracted with postal
provider / franking

--*--*-**--*-*machine
-%-%*%-%-%*%-%*%*%-%-%*%-%*%

--------------Other media ineffective
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1--1-11-1--1No particular reason
-%-%*%-%-%*%-%*%*%-%*%-%-%*%

*495112*1415-10*415Other
24%4%2%4%2%3%1%3%3%-%2%1%9%3%

c

-143-7448-3*28Don't know
-%1%1%3%-%2%5%1%2%-%1%1%4%2%

ac
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
Issue date: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
166126109103504Unweighted total
17013410897509Weighted total

We have already moved
everything that is

72422510149possible to move
42%32%23%10%29%

abaa

Happy with sending
31282435118things by mail
18%21%23%36%23%

bcd

We prefer to send things
161891659to customers by mail
9%14%9%16%12%

1814101254No reason
10%10%9%13%11%

Do not use computers /
only one that uses a

111610442computer
7%12%9%4%8%

a

No need - do not have a
11751537large volume of mail
6%5%5%15%7%

bcd

There is no pressure
from customers for us to

625820move
3%2%4%8%4%

c

Planning to do so in the
115613future
*%1%5%6%2%

dcd

No alternative media
217212that would meet my needs
1%1%7%2%2%

cd

Need to send hard copies
/ keep hard copies of

334212everything we send
2%2%4%2%2%

2-4611Reliability / trust
1%-%3%6%2%

ccd

242210Not considered this
1%3%2%2%2%

Lack of information
about products and costs

232-7by other providers
1%2%2%-%1%

Columns Tested: a,b,c,d

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: 03/07/13



Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
166126109103504Unweighted total
17013410897509Weighted total

Time or extra admin
-*3*4required
-%*%3%*%1%

d

2--14Cost
1%-%-%1%1%

The unreliability of
--3-3email address lists
-%-%3%-%1%

cd

*-112Hassle of moving
*%-%1%1%*%

Customers are unwilling
-2--2to give email addresses
-%1%-%-%*%

Contracted with postal
provider / franking

*---*machine
*%-%-%-%*%

-----Other media ineffective
-%-%-%-%-%

--1-1No particular reason
-%-%1%-%*%

7*3515Other
4%*%2%5%3%

cc

33118Don't know
2%2%1%1%2%

Columns Tested: a,b,c,d

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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
70712012215159879114784745367451100Unweighted total
94842456062156125202837472110641095Weighted total

456191328287954944334335832516Cost saving
48%46%30%46%46%51%43%47%51%46%46%53%51%47%

kkkkkkkkkkkk

4291924262671701043929353620498Quicker
45%45%53%44%41%46%56%51%46%39%49%32%31%45%

bababdab

2159718104020422222183011248Customer preferences
23%21%17%30%16%26%16%21%26%30%25%28%18%23%

gikgk

Convenience / ease of
1514977262033712151813171use
16%10%20%12%11%17%16%16%8%17%21%16%20%16%

ele

6622341161610345773Price of postage
7%4%4%6%7%7%5%8%12%4%5%4%11%7%

kl

Proof of delivery / know
it has got there /

671213611187489-71reliable
7%3%4%2%4%4%9%9%8%6%11%8%-%6%

jajajljajlaj

Everyone else is doing
it / client's like this

45335456104349255method
5%6%7%8%7%3%4%5%5%4%5%8%3%5%

Speed - instantaneous /
51121492144825455fast response
5%1%5%2%7%6%1%7%5%11%2%4%6%5%

jgjlgjl

2812443263225234Environmental reasons
3%3%3%6%7%2%2%3%3%3%2%4%3%3%

Unreliable postal
271*11-663*42629service
3%2%*%2%2%-%4%3%3%*%5%2%9%3%

hkhkdhjkm

Good for sending
231111*44*3*7425invoices /attachments
2%1%2%1%2%*%3%2%*%4%*%6%6%2%

ehjeh

Reduce admin time spent
151121-22-1*5419on alternative media
2%3%2%4%2%-%1%1%-%2%*%4%6%2%

ehm

Offers more creative
171*1--2533-2219choices
2%2%*%2%-%-%2%3%3%4%-%2%3%2%

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

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: 03/07/13



GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
70712012215159879114784745367451100Unweighted total
94842456062156125202837472110641095Weighted total

Increase in postal
171*-1-443*--618prices
2%2%1%-%2%-%3%2%3%*%-%-%9%2%

jjbcdfhjk

m

8--**-22-*4*-8More efficent
1%-%-%*%*%-%1%1%-%*%5%*%-%1%

ehjklm

5-*-1-2-----25For BACS transfers
1%-%*%-%2%-%1%-%-%-%-%-%3%*%

fj

4----2-----2-4Royal Mail strike action
*%-%-%-%-%1%-%-%-%-%-%2%-%*%

Company budget has been
****----*----1diverted to other media
*%*%1%*%-%-%-%-%*%-%-%-%-%*%

m

29232325733*2435Other
3%5%7%3%4%1%4%4%3%4%1%2%6%3%

m

5---1-*4-----5Don't know
1%-%-%-%2%-%*%2%-%-%-%-%-%*%

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafe*dcbaSignificance Level: 95%
98932276829110093637372883729401828121100Unweighted total
5978210748391056333762466572810491095Weighted total

343892352194971453712122413495516Cost saving
58%48%44%47%49%47%44%49%46%41%45%53%46%47%47%

ab

263697338174801583402022412477498Quicker
44%46%46%45%45%45%47%45%44%41%39%53%43%46%45%

31652177102386118891116239248Customer preferences
6%21%25%24%27%23%18%25%20%12%21%17%22%23%23%

dddb

Convenience / ease of
6173910931685012161*14165171use

10%21%19%15%8%16%15%16%14%17%8%12%15%16%16%

db

37125017227453-1*27073Price of postage
5%9%6%7%3%7%8%6%5%-%13%2%6%7%7%

Proof of delivery / know
it has got there /

461644467175441*126771reliable
7%8%8%6%10%6%5%7%9%10%4%14%8%6%6%

Everyone else is doing
it / client's like this

1484115418373-1*25255method
2%6%4%6%2%5%5%5%6%-%15%5%6%5%5%

Speed - instantaneous /
15840*5420342*-*15355fast response
2%7%4%5%1%5%6%5%3%2%-%5%4%5%5%

1142833110243***23134Environmental reasons
2%1%2%4%7%3%3%3%7%7%4%6%8%3%3%

aa

Unreliable postal
42419-295231--**2829service
6%2%2%3%-%3%2%3%2%-%-%7%1%3%3%

abb

Good for sending
22317*2512132*1*12325invoices /attachments
3%3%2%2%1%2%4%2%4%2%12%2%4%2%2%

aa

Reduce admin time spent
*1414*194161**-*1819on alternative media
*%2%2%2%1%2%1%2%2%8%2%-%2%2%2%

abf

Offers more creative
215111184151**-11819choices
3%2%2%1%2%2%1%2%3%7%4%-%2%2%2%

a

Increase in postal
1-116-187111--**1818prices
1%-%1%2%-%2%2%1%1%-%-%3%1%2%2%

Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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: 03/07/13



Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafe*dcbaSignificance Level: 95%
98932276829110093637372883729401828121100Unweighted total
5978210748391056333762466572810491095Weighted total

2-24-8261--*178More efficent
4%-%1%*%-%1%1%1%2%-%-%3%2%1%1%

a

---5-514*---*55For BACS transfers
-%-%-%1%-%*%*%*%*%-%-%-%*%*%*%

---4-422-----44Royal Mail strike action
-%-%-%1%-%*%1%*%-%-%-%-%-%*%*%

Company budget has been
*-1**1*****--*1diverted to other media
*%-%*%*%1%*%*%*%1%4%4%-%-%*%*%

aab

*34281358271*-*13435Other
*%3%2%4%2%3%2%4%2%4%-%2%3%3%3%

2-*32323*---*55Don't know
3%-%*%*%5%*%1%*%1%-%-%-%1%*%*%

aba
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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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: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*edcba*gfedcbaSignificance Level: 95%
1531418520826383565936458871871502283861100Unweighted total
1621239519121303048966*24581611652264601095Weighted total

87685410111211622446*14318471101214516Cost saving
54%55%57%53%52%69%54%46%46%100%60%53%52%43%45%47%47%

abbc

615341731481124440-927717796217498Quicker
38%43%43%38%66%28%37%51%46%-%39%47%44%47%42%47%45%

dd

262319302237234*31033456493248Customer preferences
16%19%20%16%11%7%9%15%24%23%13%17%21%27%28%20%23%

cdfaef

Convenience / ease of
321916344445154*31023203977171use
20%15%17%18%21%13%12%10%16%23%13%16%14%12%17%17%16%

126810*26163-151214122973Price of postage
7%5%9%5%1%7%20%2%7%-%3%8%8%8%5%6%7%

ab

Proof of delivery / know
it has got there /

131210152*2661*141211182571reliable
8%10%10%8%9%*%7%13%6%23%5%6%7%6%8%6%6%

ad

Everyone else is doing
it / client's like this

65561*3348*1375142555method
3%4%6%3%4%*%10%7%5%23%3%4%5%3%6%6%5%

Speed - instantaneous /
27*9*21744--412892155fast response
1%5%*%5%2%8%4%14%5%-%-%7%8%5%4%5%5%

aff

482101*3229-125381534Environmental reasons
3%6%2%5%3%1%9%3%3%-%2%4%3%2%3%3%3%

Unreliable postal
4224*25-22--22871029service
2%2%2%2%1%6%16%-%2%-%-%3%1%5%3%2%3%

babd

Good for sending
34252-1221-1244*1325invoices /attachments
2%3%2%3%9%-%2%4%2%-%4%4%2%2%*%3%2%

bbbbb

Reduce admin time spent
5344-*-218-*13131119on alternative media
3%2%4%2%-%*%-%4%2%-%1%2%2%1%1%2%2%

Offers more creative
3*-31*--17-*2422819choices
2%*%-%2%6%1%-%-%2%-%1%3%2%1%1%2%2%

Increase in postal
3425--2-16-*-246718prices
2%3%2%2%-%-%7%-%2%-%1%-%1%2%2%2%2%

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

ab
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
Produced by OLR
OFC1885
Issue date: 03/07/13



Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

baba*edcba*gfedcbaSignificance Level: 95%
1531418520826383565936458871871502283861100Unweighted total
1621239519121303048966*24581611652264601095Weighted total

2222-*-26-*-2-248More efficent
1%2%2%1%-%1%-%4%1%-%1%-%1%-%1%1%1%

a

-1-1----5-----235For BACS transfers
-%1%-%1%-%-%-%-%1%-%-%-%-%-%1%1%*%

2--2----4----2-24Royal Mail strike action
1%-%-%1%-%-%-%-%*%-%-%-%-%1%-%*%*%

Company budget has been
**-*-*--1-*-***-1diverted to other media
*%*%-%*%-%1%-%-%*%-%1%-%*%*%*%-%*%

4325--**35***6391735Other
2%3%3%3%-%-%*%1%4%23%1%*%4%2%4%4%3%

4*-4*-2*3-*-122-5Don't know
2%*%-%2%1%-%6%*%*%-%1%-%1%1%1%-%*%

aa
Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
OFC1885
Issue date: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
7728532071034514882328553104569810283452105351100Unweighted total
7388411631018491885281524103466110163192095551095Weighted total

37537895477240411131254484300475125109276516Cost saving
51%45%58%47%49%46%47%49%47%45%47%39%52%50%47%

aabcc

3073977945723640511623547232046114687259498Quicker
42%47%49%45%48%46%41%45%46%48%45%46%42%47%45%

be

17419628234100208611152361502328339124248Customer preferences
24%23%17%23%20%23%22%22%23%23%23%26%19%22%23%

b

Convenience / ease of
11414228163901424384165107165483290171use
16%17%17%16%18%16%15%16%16%16%16%15%15%16%16%

53498633261182967396518104373Price of postage
7%6%5%6%7%7%7%6%6%6%6%6%5%8%7%

Proof of delivery / know
it has got there /

426013673760264670427016163971reliable
6%7%8%7%8%7%9%9%7%6%7%5%8%7%6%

Everyone else is doing
it / client's like this

40411054214417245441541783055method
5%5%6%5%4%5%6%5%5%6%5%5%4%5%5%

Speed - instantaneous /
4145653174822225434541393155fast response
6%5%4%5%3%5%8%4%5%5%5%4%4%6%5%

d

2231632162610173421336101834Environmental reasons
3%4%4%3%3%3%4%3%3%3%3%2%5%3%3%

c

Unreliable postal
22173251225913271627861529service
3%2%2%3%3%3%3%2%3%2%3%2%3%3%3%

Good for sending
2023425102316122517251041125invoices /attachments
3%3%2%2%2%3%6%2%2%3%2%3%2%2%2%

abcdf

Reduce admin time spent
101331411133121291268519on alternative media
1%2%2%1%2%1%1%2%1%1%1%2%4%1%2%

a

Offers more creative
1615517101558171617731019choices
2%2%3%2%2%2%2%2%2%2%2%2%1%2%2%

Increase in postal
13131176132917101772918prices
2%2%1%2%1%2%1%2%2%2%2%2%1%2%2%

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

Ofcom; Business Postal Tracker
Table 93  (continuation)                                                                                                                                                                        Page 770

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: 03/07/13



RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
7728532071034514882328553104569810283452105351100Unweighted total
7388411631018491885281524103466110163192095551095Weighted total

442646*4846*268More efficent
1%*%1%1%1%1%*%1%1%1%1%*%1%1%1%

33-3*5--313-*55For BACS transfers
*%*%-%*%*%1%-%-%*%*%*%-%*%1%*%

4--4-2-42222-24Royal Mail strike action
1%-%-%*%-%*%-%1%*%*%*%1%-%*%*%

a

Company budget has been
11*11**11111-*1diverted to other media
*%*%*%*%*%*%*%*%*%*%*%*%-%*%*%

202963415305103518351271735Other
3%3%4%3%3%3%2%2%3%3%3%4%3%3%3%

252535245554*15Don't know
*%1%1%1%1%1%1%1%1%1%1%1%*%*%*%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods

Produced by OLR
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
7842071062871080674-109686610869741083854272031100Unweighted total
790202992561074652-109084410769541072864321841095Weighted total

33913143139504311-51439950445250237416118516Cost saving
43%65%44%54%47%48%-%47%47%47%47%47%43%51%64%47%

acbc

3896346126488291-4973894884344884061170498Quicker
49%31%46%49%45%45%-%46%46%45%46%46%47%36%38%45%

bba

189382159243155-2481972422152402081132248Customer preferences
24%19%21%23%23%24%-%23%23%22%23%22%24%33%17%23%

a

Convenience / ease of
125192746169114-171133171157171139725171use
16%9%27%18%16%18%-%16%16%16%16%16%16%22%13%16%

bbc

5022197341-73577165715321973Price of postage
6%11%1%3%7%6%-%7%7%7%7%7%6%7%10%7%

aaccc

Proof of delivery / know
it has got there /

46196186640-71566762675231571reliable
6%10%6%7%6%6%-%7%7%6%7%6%6%9%8%6%

c

Everyone else is doing
it / client's like this

416795530-5535554754471455method
5%3%7%4%5%5%-%5%4%5%5%5%5%4%2%5%

Speed - instantaneous /
4366165242-55465048493911355fast response
5%3%6%6%5%6%-%5%5%5%5%5%4%4%7%5%

238373424-3430343134283434Environmental reasons
3%4%3%3%3%4%-%3%4%3%3%3%3%11%2%3%

Unreliable postal
1910-52719-292727252717*1029service
2%5%-%2%2%3%-%3%3%2%3%2%2%*%5%3%

ac

Good for sending
213132521-2521232123192625invoices /attachments
3%1%1%1%2%3%-%2%3%2%2%2%2%6%3%2%

Reduce admin time spent
721091810-191418171618-119on alternative media
1%1%10%3%2%1%-%2%2%2%2%1%2%-%*%2%

bc

Offers more creative
161251911-191519181918-119choices
2%1%2%2%2%2%-%2%2%2%2%2%2%-%*%2%

Columns Tested: 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
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbac*baSignificance Level: 95%
7842071062871080674-109686610869741083854272031100Unweighted total
790202992561074652-109084410769541072864321841095Weighted total

Increase in postal
144*11811-181517171714-518prices
2%2%*%1%2%2%-%2%2%2%2%2%2%-%2%2%

4*4484-848688--8More efficent
1%*%4%2%1%1%-%1%*%1%1%1%1%-%-%1%

bc

32*-51-535353-25For BACS transfers
*%1%*%-%*%*%-%*%*%*%*%*%*%-%1%*%

4---42-242224--4Royal Mail strike action
1%-%-%-%*%*%-%*%1%*%*%*%*%-%-%*%

Company budget has been
1--111-111111--1diverted to other media
*%-%-%*%*%*%-%*%*%*%*%*%*%-%-%*%

21113113527-3528353035265535Other
3%6%3%4%3%4%-%3%3%3%3%3%3%16%3%3%

c

32-*53-555555--5Don't know
*%1%-%*%*%1%-%*%1%*%1%*%1%-%-%*%

Columns Tested: 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
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*ba*bacbaSignificance Level: 95%
728078328992700291071-1100874721401100Unweighted total
627578028786681311064-1095857711581095Weighted total

1152341160462985510-5164004074516Cost saving
10%55%44%56%54%44%18%48%-%47%47%56%46%47%

b

4112354129433038490-4983913075498Quicker
69%41%45%45%49%45%25%46%-%45%46%43%47%45%

-45202441118213235-2482151420248Customer preferences
-%16%26%15%13%27%43%22%-%23%25%19%12%23%

aba

Convenience / ease of
25012148141053168-1711222029171use

35%18%15%17%17%15%10%16%-%16%14%28%18%16%

c

-1850221134271-735551273Price of postage
-%7%6%8%12%5%6%7%-%7%6%7%8%7%

a

Proof of delivery / know
it has got there /

-2536331935*71-715310871reliable
-%9%5%12%22%5%2%7%-%6%6%13%5%6%

baac

Everyone else is doing
it / client's like this

184310437452-55463755method
21%3%5%4%5%5%12%5%-%5%5%4%4%5%

Speed - instantaneous /
-103222238253-55398855fast response
-%4%4%8%2%6%7%5%-%5%5%11%5%5%

bc

*11286226*33-3430*434Environmental reasons
2%4%4%2%2%4%2%3%-%3%3%*%2%3%

Unreliable postal
2471998*28-2923*529service

29%2%1%7%11%1%*%3%-%3%3%*%3%3%

ba

Good for sending
-7178-17-25-25156325invoices /attachments
-%3%2%3%-%2%-%2%-%2%2%8%2%2%

ac

Reduce admin time spent
*711938-19-1993719on alternative media
8%3%1%3%3%1%-%2%-%2%1%5%4%2%

cc

Offers more creative
-3163-17-19-19152-19choices
-%1%2%1%-%2%-%2%-%2%2%2%-%2%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods
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Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababa*ba*bacbaSignificance Level: 95%
728078328992700291071-1100874721401100Unweighted total
627578028786681311064-1095857711581095Weighted total

Increase in postal
-616216-18-18142318prices
-%2%2%1%1%1%-%2%-%2%2%3%2%2%

-44426-8-82248More efficent
-%1%1%1%2%1%-%1%-%1%*%3%2%1%

cc

-132-1-5-55--5For BACS transfers
-%*%*%1%-%*%-%*%-%*%1%-%-%*%

-24----4-42-24Royal Mail strike action
-%1%1%-%-%-%-%*%-%*%*%-%1%*%

Company budget has been
-*1-*1-1-1***1diverted to other media
-%*%*%-%*%*%-%*%-%*%*%*%*%*%

-82311316332-3528*535Other
-%3%3%4%4%2%10%3%-%3%3%*%3%3%

-4*523-5-55--5Don't know
-%1%*%2%2%1%-%*%-%*%1%-%-%*%

b
Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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QF6. Why have you moved mail to other communication methods in the last 12 months?
Base: All who have moved some mail to other communication methods
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
2202773013021100Unweighted total
2292762952951095Weighted total

102118151145516Cost saving
44%43%51%49%47%

c

95139129134498Quicker
42%50%44%45%45%

58526573248Customer preferences
26%19%22%25%23%

Convenience / ease of
36375048171use
16%13%17%16%16%

421252273Price of postage
2%8%8%7%7%

ddd

Proof of delivery / know
it has got there /

116302571reliable
5%2%10%8%6%

cdc

Everyone else is doing
it / client's like this

89192055method
3%3%7%7%5%

Speed - instantaneous /
82123255fast response
4%1%4%11%5%

ccbcd

10491134Environmental reasons
4%2%3%4%3%

Unreliable postal
14121229service
*%1%4%4%3%

dcd

Good for sending
2261425invoices /attachments
1%1%2%5%2%

cd

Reduce admin time spent
*104519on alternative media
*%3%1%2%2%

d

Offers more creative
447419choices
2%2%2%1%2%

Increase in postal
-*81018prices
-%*%3%3%2%

cdcd

62--8More efficent
2%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

ab
Columns Tested: a,b,c,d
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
2202773013021100Unweighted total
2292762952951095Weighted total

1-225For BACS transfers
1%-%1%1%*%

-2-24Royal Mail strike action
-%1%-%1%*%

Company budget has been
***-1diverted to other media
*%*%*%-%*%

165*1435Other
7%2%*%5%3%

bcbbc

212*5Don't know
1%*%1%*%*%

Columns Tested: 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?
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GOR
EnglandNorthernWalesScotlandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTOTAL

Irelandand theMidlandsLondonMidlandsEngland
Humber

mlkjihgfedcbaSignificance Level: 95%
10231741932148711713120511411978106661604Unweighted total
137963758788209189278116117112176951604Weighted total

305---84---110110---305North 0-9 Employees
22%-%-%-%95%-%-%-%95%94%-%-%-%19%

abcfghjabcfghjklabcfghjklmabcfghjklm

klm

16---4---56---16North 10+ Employees
1%-%-%-%5%-%-%-%5%6%-%-%-%1%

bfghjklmbfghjklmbcfghjklm

369----201-----167-369Mids 0-9 Employees
27%-%-%-%-%97%-%-%-%-%-%95%-%23%

acdefgiacdefgijacdefgij

jklklmklm

16----7-----9-16Mids 10+ Employees
1%-%-%-%-%3%-%-%-%-%-%5%-%1%

defgjklmcdefgijk

lm

658-----185271--109-93658South 0-9 Employees
48%-%-%-%-%-%98%97%-%-%98%-%98%41%

bdehijkbdehijklmbdehijklmbdehijkbdehijk

llmlm

16-----48--2-216South 10+ Employees
1%-%-%-%-%-%2%3%-%-%2%-%2%1%

jkjkljkjk

-576982---------209Wal/Sco/NI 0-9 Employees
-%91%93%95%-%-%-%-%-%-%-%-%-%13%

abcdefghabcdefghabcdefghim

imim

-655---------16Wal/Sco/NI 10+ Employees
-%9%7%5%-%-%-%-%-%-%-%-%-%1%

abcdefghbcdefghiabcdefghim

imm
Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Annual Postal spendLocationUrbanityBusiness Size
More than£2.5k-£5k£1k-£2.5kLess thanBranchHQRuralUrban10+250+100-24950-99Ten to 490-9TOTAL

£5k£1k

dcbababafedcbaSignificance Level: 95%
15012731110161261478506109839453425524412101604Unweighted total
95105291111359154546311416487103915401604Weighted total

101751227829764241-----305305North 0-9 Employees
11%16%17%20%13%19%14%21%-%-%-%-%-%20%19%

dbbcdef

51464121151622210-16North 10+ Employees
5%1%1%1%6%1%*%1%25%27%24%22%26%-%1%

abaaaaaa

19216826111358104265-----369369Mids 0-9 Employees
20%20%23%23%18%23%22%23%-%-%-%-%-%24%23%

bcdef

5434313412162239-16Mids 10+ Employees
5%4%1%*%6%1%1%1%25%20%32%34%23%-%1%

abaaaaaaa

414712444622636183475-----658658South 0-9 Employees
43%44%43%40%36%41%39%42%-%-%-%-%-%43%41%

bcdef

32564124121621210-16South 10+ Employees
3%2%2%1%6%1%1%1%25%27%18%25%26%-%1%

aaaaaaaa

91133157520498111-----209209Wal/Sco/NI 0-9 Employees
9%10%11%14%8%13%21%10%-%-%-%-%-%14%13%

abcdef

32464126101622210-16Wal/Sco/NI 10+ Employees
4%2%1%1%7%1%1%1%25%26%26%19%26%-%1%

aaaaaaa
Columns Tested: a,b,c,d,e,f - a,b - a,b - a,b,c,d
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Main provider
(contract value)Main provider (volume)Monthly Mail Volume Sent - packets and parcelsMonthly Mail Volume Sent - letters and large letters

ProviderRoyal MailProviderRoyal Mail250+100-24950-9925-490-245,000+500-4,999250-499100-24950-9925-490-24TOTAL
other thanother than
Royal MailRoyal Mail

babaedcba*gfedcbaSignificance Level: 95%
21119711629141515494136413781202472203066201604Unweighted total
2171791232743043437514131029782182393127191604Weighted total

40342747541082781413385761131305North 0-9 Employees
19%19%22%17%18%9%24%10%20%13%14%17%17%24%20%18%19%

bdb

4215121211*23423216North 10+ Employees
2%1%1%2%3%4%3%2%1%2%9%4%2%1%1%*%1%

aabcdaca

553828661111419324-221474772180369Mids 0-9 Employees
25%21%22%24%36%25%10%26%23%-%7%27%21%20%23%25%23%

ccccfffff

42241*1211*34224116Mids 10+ Employees
2%1%2%1%3%1%3%3%1%3%10%5%1%1%1%*%1%

aabcdabcda

9377521187222032577772391104127297658South 0-9 Employees
43%43%42%43%24%50%46%43%41%74%25%30%42%44%41%41%41%

eeeeefefefef

3325111211*23424216South 10+ Employees
1%2%1%2%5%1%3%3%1%3%7%3%2%1%1%*%1%

aabcdaa

162010253358189-69292439102209Wal/Sco/NI 0-9 Employees
7%11%8%9%10%8%11%11%13%-%20%12%13%10%12%14%13%

c

2314*11212*23322316Wal/Sco/NI 10+ Employees
1%2%1%1%1%3%1%2%1%4%8%3%2%1%1%*%1%

abcdab

Columns Tested: a,b,c,d,e,f,g - a,b,c,d,e - a,b - a,b
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RM Services used
for Standard MailTypes of service usedTypes of mail sent regularlyRole of mail services

2nd1stInternationalStandardUrgent,OthersBulkParcelsAllLargeLettersCore toCritical forAdministrativeTOTAL
classclass/ CrossDeliveryTrackedMailingsandLettersLettersbusinesscommunicationsonly

servicesservicesborderor TimedPacketsoperations
Services

bacbafedcbacbaSignificance Level: 95%
1107120829714897011263453766150695814845162987771604Unweighted total
1076119323414806691269380730150390414784982828111604Weighted total

20123138285123235671272881582849557149305North 0-9 Employees
19%19%16%19%18%19%18%17%19%17%19%19%20%18%19%

121331581481015131564516North 10+ Employees
1%1%1%1%1%1%2%1%1%1%1%1%1%1%1%

248257453411653039117034619733712953184369Mids 0-9 Employees
23%21%19%23%25%24%24%23%23%22%23%26%19%23%23%

b

141371591381016131645716Mids 10+ Employees
1%1%3%1%1%1%2%1%1%1%1%1%2%1%1%

b

43550599602269520145312616398606185127340658South 0-9 Employees
40%42%42%41%40%41%38%43%41%44%41%37%45%42%41%

ec

1113516101481116131554616South 10+ Employees
1%1%2%1%1%1%2%1%1%1%1%1%2%1%1%

14214833190761584781192991906728112209Wal/Sco/NI 0-9 Employees
13%12%14%13%11%12%12%11%13%11%13%14%10%14%13%

12135159127915121564616Wal/Sco/NI 10+ Employees
1%1%2%1%1%1%2%1%1%1%1%1%1%1%1%

Columns Tested: a,b,c - a,b,c,d,e,f - a,b,c - a,b
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Types of services for received
Future volume of mailmailTypes of mail receivedRM product changes

Stay theDecreaseIncreaseInternationalStandardUrgent,None / DKOthersPacketsAllLargeLettersHas notLower toHigher toTOTAL
same/ CrossDeliveryTracked/ RefandLettersLetterschangedhigherlower cost

borderor TimedParcels/DKcost
Services

cbacba*fedcbacbaSignificance Level: 95%
120124215840815729241159512261577137615711269352761604Unweighted total
121524014635715688962159212011567134615601287362611604Weighted total

227492766298175-303222297253293244945305North 0-9 Employees
19%21%19%19%19%20%-%19%18%19%19%19%19%25%17%19%

122241610-1612161516131316North 10+ Employees
1%1%1%1%1%1%-%1%1%1%1%1%1%2%1%1%

288473461360197-3652803603123582971155369Mids 0-9 Employees
24%19%23%17%23%22%-%23%23%23%23%23%23%30%21%23%

cc

132161611-161216141612-416Mids 10+ Employees
1%1%1%2%1%1%-%1%1%1%1%1%1%-%1%1%

49510457158642371265249164054864053411109658South 0-9 Employees
41%43%39%44%41%41%100%41%41%41%41%41%42%30%42%41%

113251610-161316151612*316South 10+ Employees
1%1%1%1%1%1%-%1%1%1%1%1%1%*%1%1%

158302050204111-208157206173205162438209Wal/Sco/NI 0-9 Employees
13%13%14%14%13%12%-%13%13%13%13%13%13%12%15%13%

113261611-161416151613*316Wal/Sco/NI 10+ Employees
1%1%1%2%1%1%-%1%1%1%1%1%1%1%1%1%

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

Ofcom; Business Postal Tracker
Table 94  (continuation)                                                                                                                                                                        Page 782

Weighting Var
Base: All Respondents

Produced by OLR
OFC1885
Issue date: 03/07/13



Experinced problems
with service fromSatisfaction with

Satisfaction withRoyal mail in last 6services from RoyalHas internetHave moved to otherConsidered trying provider other
other main providermonthsMailconnectioncommunication methodsthan RM

DissatisfiedSatisfiedNoYesDissatisfiedSatisfiedNoYesNoYesNoYes - notYes -TOTAL
triedtried

*bababababacbaSignificance Level: 95%
10387117738912010621071497504110012941011891604Unweighted total
8376117539512310381071497509109512811042061604Weighted total

375223712618526279962092321360305North 0-9 Employees
32%20%19%18%21%18%24%19%19%19%18%13%29%19%

bc

*6115211*16511131116North 10+ Employees
2%2%1%1%2%1%*%1%1%1%1%1%1%1%

2852659523244213481142542843249369Mids 0-9 Employees
26%23%23%24%19%23%20%23%22%23%22%31%24%23%

c

-6114210-16511112316Mids 10+ Employees
-%2%1%1%1%1%-%1%1%1%1%2%1%1%

216148016856418346242064525344573658South 0-9 Employees
22%43%41%43%45%40%32%42%40%41%42%43%36%41%

b

*511419*16412121216South 10+ Employees
4%1%1%1%1%1%*%1%1%1%1%1%1%1%

13316142121492518474134182916209Wal/Sco/NI 0-9 Employees
12%9%14%11%10%14%23%12%15%12%14%8%8%13%

aa

*5114112*16412121216Wal/Sco/NI 10+ Employees
1%1%1%1%1%1%*%1%1%1%1%1%1%1%

Columns Tested: a,b,c - a,b - a,b - a,b - a,b - a,b
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Quarter
Q2 2013Q1 2013Q4 2012Q3 2012TOTAL

dcbaSignificance Level: 95%
3864034104051604Unweighted total
3994104033921604Weighted total

62886688305North 0-9 Employees
16%22%16%22%19%

dbd

345416North 10+ Employees
1%1%1%1%1%

951029378369Mids 0-9 Employees
24%25%23%20%23%

353616Mids 10+ Employees
1%1%1%1%1%

159154181163658South 0-9 Employees
40%38%45%42%41%

c

245616South 10+ Employees
*%1%1%1%1%

73504442209Wal/Sco/NI 0-9 Employees
18%12%11%11%13%

abc

246516Wal/Sco/NI 10+ Employees
*%1%1%1%1%

Columns Tested: a,b,c,d
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