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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

None - self employed or
475108439----6576571 other employee
6%18%4%20%60%-%-%-%-%34%33%

cecebcdebcde

4426112417284----128312832-9
74%72%91%79%39%-%-%-%-%66%64%

aaabdeabcde

3234225--25-2510-25
5%5%3%1%*%41%-%-%62%-%1%

ababaacdacde

4111*15--15-1526-49
7%4%1%*%*%25%-%-%38%-%1%

abcabacdacde

2*2**14-14--1450 - 99
4%1%1%*%*%23%-%100%-%-%1%

abaababdabde

2****77---7100 - 249
4%*%*%*%*%11%100%-%-%-%*%

abcabcabce

4733118526723----19401940Net: Micro
80%90%95%99%100%-%-%-%-%100%97%

ecdecdebcde

7345240--40-40Net: Small
12%8%3%1%*%66%-%-%100%-%2%

abcababacdacde

5121*20714--20Net: Medium
8%2%1%*%*%34%100%100%-%-%1%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

None - self employed or
31373955044666311549248024866571 other employee
33%36%39%32%30%39%33%35%28%35%29%20%37%33%

bbbcejbbbbb

55635611089795125208118421909414012832-9
60%60%56%65%66%57%65%63%68%62%69%78%60%64%

kkhkladfghjkl

m

222193322312132510-25
2%2%2%1%2%2%1%1%2%1%1%1%1%1%

211101111211111526-49
2%1%1%1%1%1%*%*%1%1%*%1%1%1%

111101112111111450 - 99
1%1%1%1%1%1%1%*%1%1%*%1%1%1%

1*15111*1-**17100 - 249
1%*%1%*%1%1%*%*%*%-%*%*%*%*%

86100951659141161188323166662701182261940Net: Micro
94%95%95%97%96%96%98%99%96%97%98%98%97%97%

mlmm

4432944235142440Net: Small
4%3%3%2%3%2%1%1%3%2%1%1%2%2%

fj

2111622222121220Net: Medium
2%1%1%1%1%1%1%1%1%1%1%1%1%1%
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

None - self employed or
45612138519261321421145**40396571 other employee
26%34%30%34%34%28%25%36%28%**23%49%33%

bbbbcdefgh

11911643049794798141370108**1253912832-9
68%64%66%64%62%70%70%63%68%**71%50%64%

aaaaaaaeh

421717111142**5*2510-25
2%1%2%1%1%1%2%1%1%**3%1%1%

e

31241171*22**2*1526-49
1%1%1%1%1%1%1%*%1%**1%*%1%

21141071121**2*1450 - 99
1%1%1%1%1%*%2%*%1%**1%1%1%

24163**11**2*7100 - 249
1%*%*%*%*%*%1%*%*%**1%*%*%

a

1641776442149874011355581154**165781940Net: Micro
94%97%96%97%96%98%94%98%96%**94%99%97%

bbfh

7331228172264**7*40Net: Small
4%2%3%2%2%1%3%1%3%**4%1%2%

ae

51651691231**4120Net: Medium
3%1%1%1%1%1%3%*%1%**2%1%1%

ae
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

None - self employed or
15383400695886571 other employee

35%29%32%62%31%33%

a

26319280942124112832-9
61%68%65%37%66%64%

b

63151242510-25
1%1%1%1%1%1%

429-151526-49
1%1%1%-%1%1%

329-141450 - 99
1%1%1%-%1%1%

2*4*77100 - 249
1%*%*%*%*%*%

416275120911118291940Net: Micro
96%97%97%99%97%97%

1062413940Net: Small
2%2%2%1%2%2%

5213*2020Net: Medium
1%1%1%*%1%1%
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

None - self employed or
49257351**2655************476086571 other employee
17%29%43%**5%34%************20%35%33%

cbcbcjcjbcj

215615452**401243************175106812832-9
75%68%56%**86%64%************73%62%64%

abaabiabiai

7135**124************6182510-25
2%1%1%**3%1%************2%1%1%

aa

672**114************591526-49
2%1%*%**2%1%************2%1%1%

aai

562**113************491450 - 99
2%1%*%**1%1%************2%1%1%

aai

321**15************237100 - 249
1%*%*%**3%*%************1%*%*%

abaiaia

265872803**421898************22216751940Net: Micro
93%97%99%**91%97%************93%98%97%

cbcbjbcj

13207**238************112740Net: Small
5%2%1%**5%2%************4%2%2%

abaai

893**218************61220Net: Medium
3%1%*%**4%1%************3%1%1%

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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

None - self employed or
**********113873791102304032203476571 other employee
**********21%31%30%26%31%30%29%29%33%

e

**********3583086029647689051480012832-9
**********71%66%67%70%65%66%67%67%64%

**********11617891811172510-25
**********2%1%1%2%1%1%1%1%1%

**********1101148139121526-49
**********2%1%1%1%1%1%1%1%1%

a

**********11010561210121450 - 99
**********3%1%1%1%1%1%1%1%1%

**********155346557100 - 249
**********1%*%*%1%*%*%1%*%*%

**********4612181239406706129373411481940Net: Micro
**********92%97%97%95%96%96%96%96%97%

bc

**********22528121731202840Net: Small
**********4%2%2%3%2%2%3%2%2%

a

**********2151471018141720Net: Medium
**********4%1%1%2%1%1%2%1%1%

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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

None - self employed or
**2058144180**************2306571 other employee
**14%19%35%37%**************32%33%

cdcd

**108234253292**************46412832-9
**75%77%62%61%**************65%64%

abab

**4545**************92510-25
**3%2%1%1%**************1%1%

**4342**************71526-49
**3%1%1%*%**************1%1%

a

**4432**************61450 - 99
**3%1%1%*%**************1%1%

ab

**4111**************37100 - 249
**2%*%*%*%***************%*%

abc

**128292396472**************6941940Net: Micro
**90%96%97%98%**************97%97%

ddd

**8887**************1640Net: Small
**5%2%2%1%**************2%2%

ab

**7433**************920Net: Medium
**5%1%1%1%**************1%1%

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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

None - self employed or
153886559274**151**1552461136571 other employee
28%30%27%34%26%**34%**19%29%30%37%33%

cd

358551621121194**276**5712510118512832-9
66%66%68%64%69%**63%**73%68%66%60%64%

a

*175204**6**22232510-25
1%1%2%1%1%**1%**3%1%1%1%1%

2113124**4**12131526-49
3%1%1%1%1%**1%**2%1%1%1%1%

1121124**2**12221450 - 99
1%1%1%1%1%***%**1%1%1%1%1%

*5252**2**21*17100 - 249
1%*%1%*%1%***%**2%*%*%*%*%

5012442271713268**427**721771462981940Net: Micro
94%96%96%97%95%**97%**92%97%97%97%97%

d

2288328**9**433640Net: Small
4%2%3%2%3%**2%**5%2%2%2%2%

1173175**4**322320Net: Medium
2%1%1%1%2%**1%**3%1%1%1%1%
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

None - self employed or
**4332412459171**3930286571 other employee
**35%29%30%26%34%**20%19%35%33%

bb

**72765269160313**1441205012832-9
**59%68%66%70%62%**75%76%62%64%

caa

**216645**3312510-25
**2%1%1%2%1%**2%2%1%1%

**211435**22*1526-49
**1%1%1%1%1%**1%1%1%1%

**311525**22*1450 - 99
**2%1%1%1%1%**1%1%*%1%

**25212**21*7100 - 249
**2%*%*%1%*%**1%1%1%*%

**1151089393219485**182150781940Net: Micro
**94%96%96%96%97%**95%95%98%97%

**3279710**55140Net: Small
**3%2%2%3%2%**3%3%1%2%

**417737**43120Net: Medium
**4%1%2%1%1%**2%2%1%1%
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

None - self employed or
**219315179209331**45151163**351941136571 other employee
**28%31%32%29%29%**29%31%31%**32%28%34%33%

b

**525659355489757**102313340**7147220812832-9
**67%65%64%67%67%**67%65%65%**63%68%62%64%

**131471116**267**21052510-25
**2%1%1%2%1%**1%1%1%**1%1%1%1%

**8105811**156**1831526-49
**1%1%1%1%1%**1%1%1%**1%1%1%1%

**995911**245**2851450 - 99
**1%1%1%1%1%**1%1%1%**2%1%2%1%

**45355**123**2527100 - 249
**1%*%1%1%*%**1%*%1%**1%1%*%*%

**7449745336981088**147464503**1066663211940Net: Micro
**96%96%96%96%96%**96%96%96%**95%96%96%97%

**2024121927**31112**318840Net: Small
**3%2%2%3%2%**2%2%2%**2%3%2%2%

**131491417**368**313720Net: Medium
**2%1%2%2%1%**2%1%2%**3%2%2%1%
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

None - self employed or
********2092951420100631106571 other employee
********28%31%30%29%33%29%30%33%

********513627304818914724412832-9
********68%65%65%68%63%67%66%64%

********1213114342510-25
********2%1%1%1%1%1%1%1%

********79**3241526-49
********1%1%*%*%1%1%1%1%

********99113441450 - 99
********1%1%2%1%1%2%1%1%

********45112227100 - 249
********1%*%1%1%1%1%1%*%

********72292243682902103541940Net: Micro
********96%96%95%97%96%95%96%97%

********19221165940Net: Small
********3%2%1%1%2%2%2%2%

********13142155620Net: Medium
********2%1%4%2%2%2%2%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 1  (continuation)                                                                                                                                                      Page 11
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Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

None - self employed or
51686**532**1495993656354746014635956571 other employee

32%36%**34%**34%32%32%33%30%32%31%32%33%

1033147**1001**2741215724125010311231997121812832-9
65%62%**63%**62%65%64%64%66%65%66%65%64%

203**20**6231724222422242510-25
1%1%**1%**1%1%1%1%1%1%1%1%1%

121**12**414915131513151526-49
1%*%**1%**1%1%1%1%1%1%1%1%1%

121**12**413913121413141450 - 99
1%*%**1%**1%1%1%1%1%1%1%1%1%

61**6**474767677100 - 249
*%*%***%**1%*%*%*%*%*%*%*%*%

1549234**1533**42318141089188515051832145918131940Net: Micro
97%98%**97%**96%97%97%97%97%97%96%97%97%

324**32**103726393639353940Net: Small
2%2%**2%**2%2%2%2%2%2%2%2%2%

182**18**71913201920192020Net: Medium
1%1%**1%**2%1%1%1%1%1%1%1%1%
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

None - self employed or
3573005333391117467659626**916571 other employee

36%29%32%33%39%32%33%31%27%29%**24%33%

ac

59868510846313523590713724862**28012832-9
61%67%65%64%57%65%64%65%69%68%**73%64%

ba

10151914416451**62510-25
1%1%1%1%2%1%1%2%1%1%**2%1%

781213211241**41526-49
1%1%1%1%1%1%1%1%1%1%**1%1%

58101139121**21450 - 99
1%1%1%1%1%1%1%1%1%1%**1%1%

3451115*2***27100 - 249
*%*%*%1%*%*%*%*%*%*%***%*%

955985161796225351137420234488**3711940Net: Micro
97%97%97%97%96%97%97%96%96%97%**96%97%

18223027627792**1040Net: Small
2%2%2%2%3%2%2%3%3%3%**2%2%

8131622415241**420Net: Medium
1%1%1%2%1%1%1%1%1%1%**1%1%
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

None - self employed or
2040418056497955239092326571 other employee
19%22%20%33%38%44%41%29%19%50%47%25%33%

djkladjkladeijkladejkldladehijkladeijkl

8914316615986491071338285978412832-9
81%78%80%66%58%45%56%69%71%47%50%66%64%

abcdefghiabcfghiabcdefghibcgggbcfghbcfghbcg

---2352232242510-25
-%-%-%1%2%4%1%1%3%1%1%3%1%

jkijkljkljk

---1221131231526-49
-%-%-%*%2%1%*%*%3%*%1%2%1%

jkjk

----*41141*31450 - 99
-%-%-%-%*%3%1%*%3%1%*%2%1%

behijklbhijklj

-----21-21127100 - 249
-%-%-%-%-%2%*%-%1%*%*%1%*%

110183207239143981861891051751891161940Net: Micro
100%100%100%99%96%89%98%98%90%97%98%91%97%

adghacdfghabcdefghadgdgadgadgadgadg

---26633733740Net: Small
-%-%-%1%4%6%1%2%6%2%2%5%2%

jklfijklfijklijkl

----*621521420Net: Medium
-%-%-%-%*%5%1%*%4%1%*%3%1%

bcefhijklbehijklehijkl

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

None - self employed or
1021851572136571 other employee

20%37%31%43%33%

ddbd

39829532326712832-9
80%59%65%53%64%

abca

-10882510-25
-%2%2%2%1%

ddd

-5551526-49
-%1%1%1%1%

ddd

-4541450 - 99
-%1%1%1%1%

dd

-2237100 - 249
-%*%*%1%*%

5004804804801940Net: Micro
100%96%96%96%97%

abc

-14121340Net: Small
-%3%2%3%2%

ddd

-68720Net: Medium
-%1%2%1%1%

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

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

----3801**1379380Up to £49,999
-%-%-%-%52%2%2%1%2%20%19%

bcdebcde

----3451--1344345£50,000 - £99,999
-%-%-%-%48%2%-%-%3%18%17%

bcdebcde

---267-2-*1266267£100,000 - £199,999
-%-%-%50%-%3%-%2%3%14%13%

acdebcde

---153-1-*1152153£200,000 - £299,999
-%-%-%29%-%2%-%1%3%8%8%

acdebcde

---56-2**25456£300,000 - £399,999
-%-%-%11%-%3%3%1%4%3%3%

acde

---55-1-*15455£400,000 - £499,999
-%-%-%10%-%2%-%1%3%3%3%

acde

--80--2**27780£500,000 - £749,999
-%-%64%-%-%3%1%3%4%4%4%

abde

--44--4-134044£750,000 - £999,999
-%-%36%-%-%6%-%8%7%2%2%

abdeaadad

-37---4**33337£1,000,000 - £1,499,999
-%100%-%-%-%6%3%3%8%2%2%

abceaa

18----2-*21618£1,500,000 - £1,999,999
30%-%-%-%-%3%-%1%4%1%1%

abcdaa

23----4*131923£2,000,000 - £4,999,999
39%-%-%-%-%7%4%7%8%1%1%

abcdaaaa

19----62121319£5,000,000 +
32%-%-%-%-%9%31%9%6%1%1%

abcdaabceaa

-----294817396424Don't know / not sure
-%-%-%-%-%48%57%62%42%20%21%

aababea

-----2-*29799Refused
-%-%-%-%-%3%-%1%4%5%5%

ce

---2677264**3989993Net:<£200,000
-%-%-%50%100%7%2%3%9%51%50%

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

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

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

Net: £200,000 - <£500
---264-4**4260264,000
-%-%-%50%-%7%3%2%9%13%13%

acdecccde

Net: £500,000 - <£1,000
--124--6*24118124,000
-%-%100%-%-%10%1%11%11%6%6%

abdeadadad

Net: £1,000,000 - <£2
1837---6*154954,000,000
30%100%-%-%-%9%3%5%12%3%3%

abcabceaacd

41----102253241Net: >£2,000,000
70%-%-%-%-%16%35%16%13%2%2%

abcdaabceaa

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

202624310373935583319341243380Up to £49,999
22%25%24%18%25%23%18%18%19%28%13%10%18%19%

bcbcjbcjcbcbcbc

20161829131282761383502133345£50,000 - £99,999
22%15%18%17%21%16%14%19%22%4%18%17%14%17%

dddddddddddd

7161123361822472514481934267£100,000 - £199,999
8%15%11%14%4%11%12%14%15%21%18%16%14%13%

imiimiiimimikmikmimim

667134101119201410191121153£200,000 - £299,999
7%6%7%8%7%7%10%6%8%14%7%10%9%8%

l

443456678**711156£300,000 - £399,999
5%4%3%3%4%4%3%2%*%*%3%1%5%3%

eeee

2244742814529-255£400,000 - £499,999
3%2%4%3%3%1%4%4%3%2%3%-%1%3%

13372721018751051080£500,000 - £749,999
2%3%3%4%5%1%5%5%4%8%3%4%4%4%

mmhmhm

33137651104116444£750,000 - £999,999
4%3%1%2%4%3%1%3%2%1%*%5%2%2%

ccccgk

2313014298-2*437£1,000,000 - £1,499,999
3%3%1%2%1%2%1%3%5%-%1%*%2%2%

cj

*-1162*52223**18£1,500,000 - £1,999,999
*%-%1%1%2%*%2%1%1%3%1%*%*%1%

lalm

1121853*3--34123£2,000,000 - £4,999,999
1%1%2%1%3%2%*%1%-%-%1%3%*%1%

ee

1111611121-*4719£5,000,000 +
1%1%1%1%*%*%*%1%1%-%*%3%3%1%

ccj

202019366223845643111793242424Don't know / not sure
21%19%19%21%15%23%24%20%18%16%29%27%18%21%

aefijkl

344881210111351862299Refused
3%4%4%5%8%6%6%4%3%2%3%5%9%5%

cmcefjklm

485853834738584166963613351110993Net:<£200,000
52%55%53%49%50%51%44%51%56%53%48%43%47%50%

g

Net: £200,000 - <£500
131213226192033421911361334264,000
14%11%13%13%13%12%17%13%11%17%13%11%15%13%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

Net: £500,000 - <£1,000
5641091371128116111013124,000
5%5%4%6%9%4%6%8%6%9%4%9%6%6%

k

Net: £1,000,000 - <£2
33346347101025*454,000,000
3%3%3%3%2%3%3%3%6%3%2%*%2%3%

bcj

2243453151-47841Net: >£2,000,000
2%2%4%2%3%2%1%1%1%-%1%6%3%2%

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

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

203607730317218910821**2714380Up to £49,999
12%20%17%20%22%15%15%18%13%**15%18%19%

bbd

173298426211921910635**2218345£50,000 - £99,999
10%18%18%17%15%18%16%18%22%**13%22%17%

bbhbefghb

19248602079021137323**2713267£100,000 - £199,999
11%14%13%13%12%18%22%12%15%**15%17%13%

eh

1414047107545*5713**810153£200,000 - £299,999
8%8%10%7%7%5%*%10%8%**5%12%8%

afbfffbf

5512234178*135**8556£300,000 - £399,999
3%3%5%2%2%7%1%2%3%**5%6%3%

aehheh

35210451845145**7255£400,000 - £499,999
2%3%2%3%2%4%8%2%3%**4%2%3%

eh

971196119542910**4580£500,000 - £749,999
5%4%4%4%3%4%7%5%6%**2%7%4%

bhhbhh

242143112*1223**5144£750,000 - £999,999
1%2%3%2%2%*%1%4%2%**3%1%2%

h

33473074-155**3237£1,000,000 - £1,499,999
2%2%1%2%1%4%-%2%3%**2%3%2%

hhh

*175136-145***218£1,500,000 - £1,999,999
*%1%1%1%1%-%1%1%3%***%2%1%

beh

12251881146**1*23£2,000,000 - £4,999,999
*%1%1%1%1%1%3%1%4%**1%1%1%

beh

711415102-11**4119£5,000,000 +
4%1%1%1%1%2%-%*%1%**2%1%1%

ae

7235279345205201110226**476424Don't know / not sure
41%19%17%22%27%17%18%17%16%**27%8%21%

abadegaade

39627723074412**12199Refused
2%5%6%5%4%6%7%7%1%**7%1%5%

bddadhad

56936221772381593128880**7645993Net:<£200,000
32%51%48%50%50%51%53%49%50%**43%56%50%

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

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

Net: £200,000 - <£500
2224278186891868422**2316264,000
12%13%17%12%12%15%9%14%14%**13%21%13%

ah

Net: £500,000 - <£1,000
11113329231655113**96124,000

6%6%7%6%4%5%9%9%8%**5%7%6%

hh

Net: £1,000,000 - <£2
351114314411810**3454,000,000
2%3%2%3%2%4%1%3%6%**2%5%3%

bh

833932183167**5141Net: >£2,000,000
5%2%2%2%2%2%3%1%4%**3%2%2%

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

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

905023639341380Up to £49,999
21%18%19%35%18%19%

a

765321421324345£50,000 - £99,999
18%19%17%19%17%17%

593317113254267£100,000 - £199,999
14%12%14%12%13%13%

27201014149153£200,000 - £299,999
6%7%8%4%8%8%

131429-5656£300,000 - £399,999
3%5%2%-%3%3%

a

11539-5555£400,000 - £499,999
3%2%3%-%3%3%

171746-8080£500,000 - £749,999
4%6%4%-%4%4%

14130*4444£750,000 - £999,999
3%*%2%*%2%2%

bb

6228-3737£1,000,000 - £1,499,999
1%1%2%-%2%2%

3213-1818£1,500,000 - £1,999,999
1%1%1%-%1%1%

3614-2323£2,000,000 - £4,999,999
1%2%1%-%1%1%

c

3412-1919£5,000,000 +
1%2%1%-%1%1%

985725624401424Don't know / not sure
23%20%21%21%21%21%

13175799099Refused
3%6%5%8%5%5%

22513762174919993Net:<£200,000
52%48%50%66%49%50%

a

Net: £200,000 - <£500
50401694260264,000
12%14%14%4%14%13%

b

Net: £500,000 - <£1,000
301776*123124,000

7%6%6%*%7%6%

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

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

Net: £1,000,000 - <£2
9541-5454,000,000
2%2%3%-%3%3%

51125-4141Net: >£2,000,000
1%4%2%-%2%2%

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

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

28139213**2378************26352380Up to £49,999
10%15%26%**4%19%************11%21%19%

cbcbcjbcj

31151163**-345************31314345£50,000 - £99,999
11%17%20%**-%18%************13%18%17%

ccbcjcjbcj

39122105**8259************32228267£100,000 - £199,999
14%14%13%**17%13%************13%13%13%

296361**7146************22124153£200,000 - £299,999
10%7%8%**15%7%************9%7%8%

baiai

123311**156************124456£300,000 - £399,999
4%4%1%**1%3%************5%3%3%

aaa

102520**649************44555£400,000 - £499,999
3%3%2%**12%3%************2%3%3%

abiabi

193724**574************146180£500,000 - £749,999
7%4%3%**11%4%************6%4%4%

aaiai

111815**342************93344£750,000 - £999,999
4%2%2%**6%2%************4%2%2%

aba

12204***36************122437£1,000,000 - £1,499,999
4%2%1%**1%2%************5%1%2%

abaai

1142**314************8718£1,500,000 - £1,999,999
4%*%*%**7%1%************3%*%1%

abaiaiai

796**122************61623£2,000,000 - £4,999,999
2%1%1%**1%1%************3%1%1%

aai

3106**118************21619£5,000,000 +
1%1%1%**2%1%************1%1%1%

66211148**9415************56359424Don't know / not sure
23%23%18%**20%21%************23%21%21%

a

65836**198************59499Refused
2%6%4%**1%5%************2%5%5%

ccbb

99413481**10983************89894993Net:<£200,000
35%46%59%**21%50%************37%52%50%

cbcbcjcjbcj

Net: £200,000 - <£500
5212192**13251************38213264,000
18%13%11%**29%13%************16%12%13%

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

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

Net: £500,000 - <£1,000
305538**8116************2294124,000
11%6%5%**17%6%************9%5%6%

abaiaiai

Net: £1,000,000 - <£2
24246**450************203154,000,000

8%3%1%**8%3%************8%2%3%

abaaiaai

101912**240************93141Net: >£2,000,000
4%2%1%**3%2%************4%2%2%

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

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********822522476147234121201380Up to £49,999
**********15%18%17%18%20%17%16%17%19%

b

**********722223369121231151206345£50,000 - £99,999
**********13%18%18%16%17%17%20%17%17%

**********5158174569617297148267£100,000 - £199,999
**********10%13%14%13%13%13%13%12%13%

**********1929739641005693153£200,000 - £299,999
**********1%7%8%9%9%7%7%8%8%

bb

**********14046182641214056£300,000 - £399,999
**********2%3%4%4%4%3%3%3%3%

**********-3633122040213455£400,000 - £499,999
**********-%3%3%3%3%3%3%3%3%

**********54655143151284380£500,000 - £749,999
**********10%4%4%3%4%4%4%4%4%

a

**********1333382335203344£750,000 - £999,999
**********2%3%3%2%3%3%3%3%2%

**********12729101329202537£1,000,000 - £1,499,999
**********1%2%2%2%2%2%3%2%2%

**********281451210101018£1,500,000 - £1,999,999
**********5%1%1%1%2%1%1%1%1%

a

**********1161471218141423£2,000,000 - £4,999,999
**********3%1%1%2%2%1%2%1%1%

***********16102616131419£5,000,000 +
**********1%1%1%*%1%1%2%1%1%

**********1727525091135300155274424Don't know / not sure
**********33%22%20%21%18%22%20%23%21%

aaddf

**********26467172866426199Refused
**********4%5%5%4%4%5%5%5%5%

**********19605632202365637369554993Net:<£200,000
**********38%48%49%48%50%47%48%46%50%

Net: £200,000 - <£500
**********21681776911018098166264,000
**********3%13%14%16%15%13%13%14%13%

bb

Net: £500,000 - <£1,000
**********679882254864876124,000
**********12%6%7%5%7%6%6%6%6%

Net: £1,000,000 - <£2
**********33543152439303554,000,000
**********6%3%3%3%3%3%4%3%3%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********2322591834262841Net: >£2,000,000
**********3%3%2%2%2%3%3%2%2%

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

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**104075110**************145380Up to £49,999
**7%13%18%23%**************20%19%

dcdcd

**15487196**************119345£50,000 - £99,999
**10%16%17%20%**************17%17%

dd

**12327452**************96267£100,000 - £199,999
**8%11%18%11%**************13%13%

acd

**12222838**************64153£200,000 - £299,999
**8%7%7%8%**************9%8%

**81797**************2656£300,000 - £399,999
**6%5%2%1%**************4%3%

abab

**46722**************1955£400,000 - £499,999
**3%2%2%5%**************3%3%

b

**891321**************3080£500,000 - £749,999
**6%3%3%4%**************4%4%

**211912**************2144£750,000 - £999,999
**2%4%2%2%**************3%2%

**9947**************1337£1,000,000 - £1,499,999
**6%3%1%1%**************2%2%

abc

**4*32**************1018£1,500,000 - £1,999,999
**3%*%1%*%**************1%1%

abc

**5733**************1123£2,000,000 - £4,999,999
**4%2%1%1%**************2%1%

ab

**3553**************619£5,000,000 +
**2%2%1%1%**************1%1%

**45818190**************132424Don't know / not sure
**31%27%20%19%**************18%21%

abab

**6182418**************2799Refused
**4%6%6%4%**************4%5%

**36120220258**************361993Net:<£200,000
**26%39%54%54%**************50%50%

dcdcd

Net: £200,000 - <£500
**24444567**************108264,000
**17%15%11%14%**************15%13%

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

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

Net: £500,000 - <£1,000
**10212233**************51124,000
**7%7%5%7%**************7%6%

Net: £1,000,000 - <£2
**13979**************2354,000,000
**9%3%2%2%**************3%3%

abc

**81187**************1741Net: >£2,000,000
**5%4%2%1%**************2%2%

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

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

142213834254**87**5353173380Up to £49,999
26%17%16%19%19%**20%**6%19%20%24%19%

ddd

102203830736**83**7243554345£50,000 - £99,999
20%17%16%17%13%**19%**9%13%23%17%17%

ccd

11713123619**77**10342132267£100,000 - £199,999
1%13%13%13%7%**18%**13%18%14%10%13%

bca

2981613726**35**922726153£200,000 - £299,999
3%8%7%8%9%**8%**12%12%4%9%8%

bb

338114511**15**6451056£300,000 - £399,999
5%3%5%3%4%**3%**8%2%3%3%3%

ac

33710458**12**1621155£400,000 - £499,999
6%3%4%3%3%**3%**2%3%1%4%3%

-51116913**17**7421680£500,000 - £749,999
-%4%5%4%5%**4%**9%2%1%5%4%

bcb

*3573710**13**9*31144£750,000 - £999,999
*%3%3%2%4%**3%**12%*%2%4%2%

abcc

*283338**5**-*7537£1,000,000 - £1,499,999
1%2%1%2%3%**1%**-%*%5%2%2%

cd

*104134**7**331418£1,500,000 - £1,999,999
*%1%2%1%2%**2%**3%1%*%1%1%

*183209**3**122723£2,000,000 - £4,999,999
*%1%1%1%3%**1%**1%1%2%2%1%

a

*162174**2**121119£5,000,000 +
1%1%1%1%1%***%**2%1%1%*%1%

202805836768**67**15402749424Don't know / not sure
37%22%24%21%24%**15%**19%22%18%16%21%

aa

-6679212**16**469999Refused
-%5%3%5%4%**4%**5%3%6%3%5%

25612107886109**248**229287158993Net:<£200,000
47%47%45%50%39%**56%**28%51%57%51%50%

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

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

Net: £200,000 - <£500
71733722745**62**17321347264,000

14%13%15%13%16%**14%**22%17%9%15%13%

bb

Net: £500,000 - <£1,000
*861810623**30**164527124,000
*%7%7%6%8%**7%**21%2%3%9%6%

babcbc

Net: £1,000,000 - <£2
13884712**13**3381054,000,000
1%3%3%3%4%**3%**3%2%5%3%3%

*3453713**5**243841Net: >£2,000,000
1%3%2%2%5%**1%**2%2%2%3%2%

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

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**171955242105**332416380Up to £49,999
**14%17%13%18%21%**17%15%20%19%

a

**21193903191**352313345£50,000 - £99,999
**17%17%22%13%18%**19%15%16%17%

b

**15142433559**21267267£100,000 - £199,999
**12%13%10%15%12%**11%16%9%13%

**1589391945**14137153£200,000 - £299,999
**12%8%10%8%9%**8%8%9%8%

**33816917**97356£300,000 - £399,999
**2%3%4%4%3%**5%4%4%3%

**2338613**117455£400,000 - £499,999
**2%3%2%3%3%**6%4%5%3%

**443161418**1012880£500,000 - £749,999
**3%4%4%6%3%**5%8%10%4%

**333121013**85544£750,000 - £999,999
**2%3%3%4%3%**4%3%7%2%

**-253310**13*37£1,000,000 - £1,499,999
**-%2%1%1%2%**1%2%*%2%

**-8374**35118£1,500,000 - £1,999,999
**-%1%1%3%1%**2%3%1%1%

a

**3144111**31*23£2,000,000 - £4,999,999
**2%1%1%1%2%**1%1%*%1%

**213433**43*19£5,000,000 +
**1%1%1%1%1%**2%2%*%1%

**33248964590**302710424Don't know / not sure
**27%22%23%20%18%**16%17%13%21%

**66022324**73599Refused
**5%5%5%2%5%**4%2%6%5%

b

**53530185109254**907236993Net:<£200,000
**43%47%45%47%51%**47%46%45%50%

Net: £200,000 - <£500
**20159643476**352714264,000
**16%14%16%15%15%**18%17%18%13%

Net: £500,000 - <£1,000
**675282331**181714124,000
**5%7%7%10%6%**9%11%17%6%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 2  (continuation)                                                                                                                                                      Page 32

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

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

Net: £1,000,000 - <£2
**-3371014**48154,000,000
**-%3%2%5%3%**2%5%1%3%

c

**4278413**74*41Net: >£2,000,000
**4%2%2%2%3%**4%3%1%2%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**148173107116187**2197101**1211055380Up to £49,999
**19%17%19%16%17%**14%20%19%**11%16%16%19%

**12718799143198**288486**1814373345£50,000 - £99,999
**16%18%18%20%17%**18%17%16%**16%21%22%17%

**801417094142**206574**159231267£100,000 - £199,999
**10%14%13%13%13%**13%13%14%**13%13%9%13%

b

**5872495388**183851**144733153£200,000 - £299,999
**7%7%9%7%8%**12%8%10%**13%7%10%8%

b

**2530211837**41819**518656£300,000 - £399,999
**3%3%4%2%3%**3%4%4%**5%3%2%3%

**2631152131**31315**3211055£400,000 - £499,999
**3%3%3%3%3%**2%3%3%**3%3%3%3%

**2744242842**91624**425980£500,000 - £749,999
**3%4%4%4%4%**6%3%5%**4%4%3%4%

**2620191833**51620**3151044£750,000 - £999,999
**3%2%3%2%3%**3%3%4%**3%2%3%2%

**1821101925**186***19737£1,000,000 - £1,499,999
**2%2%2%3%2%***%2%1%***%3%2%2%

c

**7761010**4103**28318£1,500,000 - £1,999,999
**1%1%1%1%1%**3%2%1%**2%1%1%1%

a

**912111313***76**211523£2,000,000 - £4,999,999
**1%1%2%2%1%***%1%1%**2%2%2%1%

**101551314**146**39719£5,000,000 +
**1%1%1%2%1%**1%1%1%**3%1%2%1%

**18220193142254**329587**2413965424Don't know / not sure
**23%20%17%19%22%**21%20%17%**22%20%19%21%

c

**3658244261**81026**4382099Refused
**5%6%4%6%5%**6%2%5%**4%5%6%5%

bb

**355501277354526**68245260**45346159993Net:<£200,000
**46%50%50%48%46%**45%51%50%**40%50%47%50%

c

Net: £200,000 - <£500
**1101328592155**257085**238649264,000
**14%13%15%13%14%**16%14%16%**20%12%15%13%

b

Net: £500,000 - <£1,000
**5364434674**143244**84119124,000
**7%6%8%6%7%**9%7%8%**7%6%6%6%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

Net: £1,000,000 - <£2
**2528162935**5189**2271054,000,000
**3%3%3%4%3%**3%4%2%**2%4%3%3%

**1927162626**11111**6201341Net: >£2,000,000
**2%3%3%4%2%**1%2%2%**5%3%4%2%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********145162810604463380Up to £49,999
********19%17%18%14%20%20%17%19%

********1251771112574568345£50,000 - £99,999
********17%18%24%17%19%20%18%17%

********8013757372044267£100,000 - £199,999
********11%14%11%10%12%9%12%13%

b

********5670412312233153£200,000 - £299,999
********7%7%10%18%10%10%9%8%

a

********2327-21561456£300,000 - £399,999
********3%3%-%3%5%3%4%3%

********2531-1541255£400,000 - £499,999
********3%3%-%2%2%2%3%3%

********2340351791480£500,000 - £749,999
********3%4%6%7%5%4%4%4%

********28203210101144£750,000 - £999,999
********4%2%7%3%3%5%3%2%

a

********1421-*151037£1,000,000 - £1,499,999
********2%2%-%*%*%2%3%2%

cc

********58--21518£1,500,000 - £1,999,999
********1%1%-%-%1%*%1%1%

********89**73623£2,000,000 - £4,999,999
********1%1%1%*%2%1%2%1%

********1011**44519£5,000,000 +
********1%1%1%*%1%2%1%1%

********177191814384470424Don't know / not sure
********23%20%18%20%13%20%19%21%

cc

********3656241831599Refused
********5%6%5%5%6%1%4%5%

bbbb

********3494752429153109175993Net:<£200,000
********46%50%53%42%51%50%47%50%

Net: £200,000 - <£500
********104127415513359264,000
********14%13%10%22%17%15%16%13%

Net: £500,000 - <£1,000
********516067261925124,000
********7%6%12%10%9%8%7%6%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Net: £1,000,000 - <£2
********1929-*361454,000,000
********2%3%-%*%1%3%4%3%

c

********18201*1171141Net: >£2,000,000
********2%2%1%1%4%3%3%2%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

30644**305**82349183365265351245349380Up to £49,999
19%19%**19%**19%19%16%19%17%19%16%19%19%

b

28436**282**74330211340273334274330345£50,000 - £99,999
18%15%**18%**17%18%19%18%17%18%18%18%17%

21334**210**55250166261210257201253267£100,000 - £199,999
13%14%**13%**13%13%15%13%13%14%13%14%13%

11727**121**3914495153137148139147153£200,000 - £299,999
7%11%**8%**9%8%8%8%9%8%9%8%8%

b

4210**40**135440564956505656£300,000 - £399,999
3%4%**3%**3%3%4%3%3%3%3%3%3%

457**44**165238554552405255£400,000 - £499,999
3%3%**3%**4%3%3%3%3%3%3%3%3%

669**62**247349747169576980£500,000 - £749,999
4%4%**4%**5%4%4%4%5%4%4%4%4%

357**37**134027443640313944£750,000 - £999,999
2%3%**2%**3%2%2%2%2%2%2%2%2%

2411**28**33416362734323437£1,000,000 - £1,499,999
1%4%**2%**1%2%1%2%2%2%2%2%2%

b

114**14**2189181618121818£1,500,000 - £1,999,999
1%2%**1%**1%1%1%1%1%1%1%1%1%

192**15**72111232021202123£2,000,000 - £4,999,999
1%1%**1%**2%1%1%1%1%1%1%1%1%

181**15**31610171517151719£5,000,000 +
1%*%**1%**1%1%1%1%1%1%1%1%1%

34133**323**91393217403321399316394424Don't know / not sure
21%14%**20%**21%21%19%21%21%21%21%21%21%

a

8016**86**189555997594829399Refused
5%7%**5%**4%5%5%5%5%5%5%5%5%

802114**797**212929561966747942720932993Net:<£200,000
50%48%**50%**48%50%50%50%48%50%48%50%50%

Net: £200,000 - <£500
20443**205**68251173264231256229256264,000

13%18%**13%**15%13%15%14%15%14%15%14%13%

b

Net: £500,000 - <£1,000
10116**99**361147611810710988108124,000

6%7%**6%**8%6%7%6%7%6%6%6%6%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
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Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

Net: £1,000,000 - <£2
3515**43**65226544352445254,000,000

2%6%**3%**1%3%2%3%3%3%3%3%3%

b

373**30**103721393538353841Net: >£2,000,000
2%1%**2%**2%2%2%2%2%2%2%2%2%
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

192188319214060276396115**63380Up to £49,999
20%18%19%22%17%17%19%19%17%16%**16%19%

182163293163560250366111**57345£50,000 - £99,999
19%16%18%17%15%17%18%17%17%13%**15%17%

13713021420344918431518**54267£100,000 - £199,999
14%13%13%20%14%14%13%15%14%9%**14%13%

63901249212711510259**32153£200,000 - £299,999
6%9%7%9%9%8%8%5%7%10%**8%8%

1640473611396143**1456£300,000 - £399,999
2%4%3%3%3%3%3%3%4%3%**4%3%

b

2727441914365152**1555£400,000 - £499,999
3%3%3%1%4%4%3%2%4%2%**4%3%

30496821023498222**2380£500,000 - £749,999
3%5%4%2%4%6%3%4%6%2%**6%4%

b

2123336611221194**1244£750,000 - £999,999
2%2%2%6%3%3%2%5%2%5%**3%2%

cb

15213222728131**437£1,000,000 - £1,499,999
2%2%2%2%1%2%2%*%1%1%**1%2%

126926*11644**618£1,500,000 - £1,999,999
1%1%1%2%2%*%1%3%1%5%**1%1%

ccbcb

815201231724***423£2,000,000 - £4,999,999
1%1%1%1%1%1%1%1%1%*%**1%1%

6131422711141**519£5,000,000 +
1%1%1%2%1%2%1%*%1%1%**1%1%

236189359105367311447623**84424Don't know / not sure
24%19%22%10%23%19%22%21%21%25%**22%21%

abb

33668631023651187**1399Refused
3%6%5%3%4%6%5%5%2%8%**3%5%

bb

5124818265810816971010617335**174993Net:<£200,000
52%47%50%58%46%47%50%50%48%38%**45%50%

a

Net: £200,000 - <£500
107157215133652190215414**61264,000

11%15%13%13%15%14%13%10%15%16%**16%13%

b

Net: £500,000 - <£1,000
5272101715337119306**35124,000

5%7%6%7%7%9%5%9%9%7%**9%6%

bb
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

Net: £1,000,000 - <£2
27274257840775**954,000,000

3%3%3%5%3%2%3%3%2%6%**2%3%

142734331028391**941Net: >£2,000,000
1%3%2%3%1%3%2%1%2%1%**2%2%

b
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

162231392929504214445213380Up to £49,999
14%12%15%16%20%26%26%22%12%24%27%10%19%

aadijkladijkladkadjkladijkl

173537363623432818372610345£50,000 - £99,999
15%19%18%15%24%21%22%15%15%21%13%8%17%

aaabeaabaa

16253339211121298282510267£100,000 - £199,999
14%13%16%16%14%10%11%15%7%15%13%8%13%

ddadaddadad

8171925671119615119153£200,000 - £299,999
7%9%9%10%4%7%6%10%5%8%6%7%8%

hh

3662641162*5556£300,000 - £399,999
2%3%3%1%4%3%6%3%2%*%3%4%3%

cccccicc

410659432146255£400,000 - £499,999
3%6%3%2%6%3%2%1%*%2%3%1%3%

adeadef

6118141655737880£500,000 - £749,999
5%6%4%6%1%5%2%2%6%1%4%6%4%

hchchhchch

*7624147631344£750,000 - £999,999
*%4%3%1%3%1%2%4%5%1%1%2%2%

blbgil

414**229713337£1,000,000 - £1,499,999
4%*%2%*%*%1%1%5%6%*%2%3%2%

chikchikcfghiki

--23-*-152*418£1,500,000 - £1,999,999
-%-%1%1%-%*%-%*%4%1%*%3%1%

befghklbefghkl

--6*1*31461123£2,000,000 - £4,999,999
-%-%3%*%1%*%1%*%3%4%1%1%1%

ikliklegikl

-1-3*42*212319£5,000,000 +
-%1%-%1%*%4%1%*%2%*%1%3%1%

cehjlej

283940683020292733313545424Don't know / not sure
25%21%19%28%20%18%15%14%28%17%18%36%21%

efbcefgbcefgjbcefghjk

109955*71656181099Refused
9%5%4%2%3%*%4%8%4%3%9%8%5%

cfghigggggiggcfghigi

488210111586621141004010810334993Net:<£200,000
44%45%49%48%58%57%60%52%34%60%53%27%50%

aadadadadkladkladijkladadijklad

Net: £200,000 - <£500
14333131211525279192215264,000
13%18%15%13%14%13%13%14%8%11%11%12%13%

dd
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

Net: £500,000 - <£1,000
617141657812135811124,000
5%10%7%7%3%6%4%6%11%3%4%9%6%

chbcfhc

Net: £1,000,000 - <£2
4164*22101134854,000,000
4%*%3%1%*%2%1%5%10%1%2%6%3%

hkhkbcfghijklcfghik

-1631451574441Net: >£2,000,000
-%1%3%1%1%4%3%*%5%4%2%3%2%

lelehklelel
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

6997106109380Up to £49,999
14%19%21%22%19%

ddd

88958973345£50,000 - £99,999
18%19%18%15%17%

73725964267£100,000 - £199,999
15%14%12%13%13%

44383735153£200,000 - £299,999
9%8%7%7%8%

1512191056£300,000 - £399,999
3%2%4%2%3%

201861155£400,000 - £499,999
4%4%1%2%3%

bb

2521171880£500,000 - £749,999
5%4%3%4%4%

13717744£750,000 - £999,999
3%1%3%1%2%

ac

9218837£1,000,000 - £1,499,999
2%*%4%2%2%

ac

245618£1,500,000 - £1,999,999
*%1%1%1%1%

627823£2,000,000 - £4,999,999
1%*%1%2%1%

c

174619£5,000,000 +
*%1%1%1%1%

10711789111424Don't know / not sure
21%23%18%22%21%

b

2810273499Refused
6%2%5%7%5%

ccc

230263254245993Net:<£200,000
46%53%51%49%50%

d

Net: £200,000 - <£500
79676257264,000
16%13%12%11%13%

a

Net: £500,000 - <£1,000
38283424124,000

8%6%7%5%6%
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Net: £1,000,000 - <£2
116231454,000,000

2%1%5%3%3%

cd

78111541Net: >£2,000,000
1%2%2%3%2%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

441256545113154159East of England
6%10%10%10%7%8%12%7%7%8%8%

11*1140484-13147151East Midlands
19%*%8%8%7%7%-%10%7%8%8%

abcddddddd

831475746124261267Greater London
14%7%11%14%10%10%8%12%9%13%13%

be

4*519283-126871North East
7%1%4%4%4%6%-%8%6%4%4%

aad

681057787115195202North West
9%22%8%11%11%12%9%11%13%10%10%

abce

5826901235114342348South East
8%23%21%17%17%9%8%10%9%18%17%

eeeebe

531264774112225229South West
9%9%10%12%11%6%9%7%6%12%11%

be

34736716114163170West Midlands
4%11%6%7%10%10%20%6%10%8%8%

abce

5*1224594113121126Yorkshire and The Humber
8%1%10%5%8%7%12%6%7%6%6%

bdb

51424374*138893Scotland
8%4%3%5%5%7%7%6%7%5%5%

aa

22627405*149095Wales
4%5%4%5%6%8%4%8%9%5%5%

aa

225203861148490Northern Ireland
3%6%4%4%5%10%11%9%9%4%5%

aaaa

5031109460611455102916771722Net: England
85%85%88%87%84%75%78%77%74%86%86%

bce

51424374*138893Net: Scotland
8%4%3%5%5%7%7%6%7%5%5%

aa

22627405*149095Net: Wales
4%5%4%5%6%8%4%8%9%5%5%

aa

225203861148490Net: Northern Ireland
3%6%4%4%5%10%11%9%9%4%5%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

---159---16--43136159East of England
-%-%-%9%-%-%-%5%-%-%1%3%58%8%

cdefghiceghiklmgklmbcdefgh

klmijklm

---1511115-4--29522151East Midlands
-%-%-%9%8%9%-%1%-%-%1%79%10%8%

cdefgklmcdefgklcdefgklmcdefgklacdefghi

mjklmm

---267-*-39**22342267Greater London
-%-%-%16%-%*%-%12%*%*%81%3%1%13%

abdeghiabdeghiklmegklmabdefgh

klmijklm

--46713*--146-3471North East
-%-%4%4%9%*%-%-%1%67%-%3%2%4%

cfghlmcfghlmacefghjlmabcefghijkcfglmcflm

lm

22219566--16812*21202North West
2%2%2%11%4%3%-%-%97%17%*%2%1%10%

cfcffacfgabcfghicfgabcfghiklmabcdfghijkf
klmlm

-23343223240--37-59348South East
-%2%3%20%1%1%1%73%-%-%14%-%26%17%

mmbcdeghiabcdeghijkbdeghikbcdeghi

klmlmlmklm

-4*224-3187221-6*5229South West
-%4%*%13%-%2%97%7%1%-%2%*%2%11%

ikmabcdefhmabceikmabcdefhijkkmkm

iklmlm

-4*166*13928--2122170West Midlands
-%4%*%10%*%83%1%2%-%-%1%10%1%8%

cekmacdefgiabcdefgikmacdefgik

klmjklmlm

---126114--*210---126Yorkshire and The Humber
-%-%-%7%78%-%-%*%1%14%-%-%-%6%

abcdefghjabcefghabcefghklm

klmklm

--911--1--*--*93Scotland
-%-%91%*%-%-%*%-%-%1%-%-%*%5%

abcdefgh

ijlm

-92-3-1--1-1-*95Wales
-%88%-%*%-%1%-%-%*%-%*%-%*%5%

abcdefghij

km

90--*-----*---90Northern Ireland
98%-%-%*%-%-%-%-%-%1%-%-%-%5%

abcdefgh

ijkl

21391699147166191328173672741212321722Net: England
2%12%9%100%100%99%100%100%100%99%100%100%100%86%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

--911--1--*--*93Net: Scotland
-%-%91%*%-%-%*%-%-%1%-%-%*%5%

abcdefgh

ijlm

-92-3-1--1-1-*95Net: Wales
-%88%-%*%-%1%-%-%*%-%*%-%*%5%

abcdefghij

km

90--*-----*---90Net: Northern Ireland
98%-%-%*%-%-%-%-%-%1%-%-%-%5%

abcdefgh

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

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

1514445114511836012**87159East of England
9%8%10%7%7%15%5%10%8%**5%9%8%

bcdfhbch

171344310863784310**142151East Midlands
10%7%9%7%8%6%13%7%6%**8%3%8%

ac

17250-2671301696025**203267Greater London
10%14%-%17%17%14%15%10%16%**12%3%13%

baeaaaaa

5661953314*203**7571North East
3%4%4%3%4%3%1%3%2%**4%6%4%

20182321706412126614**195202North West
11%10%7%11%8%10%21%11%9%**11%6%10%

babdeghadh

423068226613419811234**1812348South East
24%17%18%17%17%16%13%19%21%**11%15%17%

abbb

202096915996856716**2312229South West
11%11%15%10%13%7%9%11%10%**13%15%11%

acg

1115929140541115117**225170West Midlands
6%9%6%9%7%10%3%9%10%**13%7%8%

ffhfh

811837894243457**185126Yorkshire and The Humber
4%6%8%6%5%4%4%8%4%**10%7%6%

dgh

98336573554228**6993Scotland
5%5%8%4%5%4%7%4%5%**4%12%5%

abeh

59041543063217**101095Wales
3%5%9%4%4%5%6%4%5%**6%13%5%

aehbdeh

68425653662227**9490Northern Ireland
4%5%6%4%5%5%4%4%4%**5%5%5%

155156835613666669849524137**150561722Net: England
88%86%78%89%87%85%83%89%86%**86%70%86%

baaaaa

98336573554228**6993Net: Scotland
5%5%8%4%5%4%7%4%5%**4%12%5%

abeh

59041543063217**101095Net: Wales
3%5%9%4%4%5%6%4%5%**6%13%5%

aehbdeh

68425653662227**9490Net: Northern Ireland
4%5%6%4%5%5%4%4%4%**5%5%5%
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

38151028150159East of England
9%5%8%7%8%8%

27181044148151East Midlands
6%6%8%3%8%8%

614415210257267Greater London
14%15%12%9%14%13%

23541116071North East
5%2%3%10%3%4%

aba

26231495197202North West
6%8%12%4%10%10%

c

915120331317348South East
21%18%16%28%17%17%

aa

434013810218229South West
10%14%11%9%12%11%

31321025165170West Midlands
7%11%8%4%9%8%

26178213113126Yorkshire and The Humber
6%6%7%11%6%6%

a

21155638993Scotland
5%5%4%3%5%5%

2686059095Wales
6%3%5%5%5%5%

b

18145768490Northern Ireland
4%5%5%5%4%5%

36624510739716251722Net: England
85%87%86%87%86%86%

21155638993Net: Scotland
5%5%4%3%5%5%

2686059095Net: Wales
6%3%5%5%5%5%

b

18145768490Net: Northern Ireland
4%5%5%5%4%5%
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

227166**5154************17137159East of England
8%8%8%**10%8%************7%8%8%

255967**4147************21126151East Midlands
9%7%8%**8%8%************9%7%8%

3613497**4263************32231267Greater London
13%15%12%**9%13%************14%13%13%

111941**566************66071North East
4%2%5%**11%3%************3%4%4%

babi

329872**4198************28170202North West
11%11%9%**8%10%************12%10%10%

51158139**7340************44297348South East
18%18%17%**16%17%************18%17%17%

2910793**10218************19199229South West
10%12%11%**22%11%************8%12%11%

abiabi

296477**3167************26141170West Midlands
10%7%9%**5%9%************11%8%8%

175455**3123************14109126Yorkshire and The Humber
6%6%7%**6%6%************6%6%6%

124536**192************118193Scotland
4%5%4%**1%5%************5%5%5%

124736**194************108495Wales
4%5%4%**3%5%************4%5%5%

104535**189************98090Northern Ireland
4%5%4%**1%5%************4%5%5%

252764706**441679************20914701722Net: England
88%85%87%**94%86%************87%86%86%

124536**192************118193Net: Scotland
4%5%4%**1%5%************5%5%5%

124736**194************108495Net: Wales
4%5%4%**3%5%************4%5%5%

104535**189************98090Net: Northern Ireland
4%5%4%**1%5%************4%5%5%
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********310310338581076792159East of England
**********5%8%8%9%8%8%9%8%8%

**********2959832621005595151East Midlands
**********5%8%8%8%8%7%7%8%8%

**********217214258114179114163267Greater London
**********5%14%11%14%15%13%15%14%13%

bfff

**********-4435172746234371North East
**********-%3%3%4%4%3%3%4%4%

**********4129136476913371114202North West
**********7%10%11%11%9%10%9%10%10%

**********623523162114244140212348South East
**********11%19%18%15%16%18%18%18%17%

**********13133134429314885128229South West
**********26%11%10%10%13%11%11%11%11%

acc

**********7106109346511661107170West Midlands
**********14%8%9%8%9%9%8%9%8%

**********466982540753366126Yorkshire and The Humber
**********9%5%8%6%5%6%4%6%6%

abc

**********25861193265425593Scotland
**********4%5%5%4%4%5%5%5%5%

ab

**********36470252870426195Wales
**********7%5%5%6%4%5%6%5%5%

**********45466273160345590Northern Ireland
**********7%4%5%6%4%4%4%5%5%

**********4110821086355641114865010221722Net: England
**********82%86%85%83%88%86%85%86%86%

ce

**********25861193265425593Net: Scotland
**********4%5%5%4%4%5%5%5%5%

ab

**********36470252870426195Net: Wales
**********7%5%5%6%4%5%6%5%5%

**********45466273160345590Net: Northern Ireland
**********7%4%5%6%4%4%4%5%5%
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**14233138**************58159East of England
**10%8%8%8%**************8%8%

**5193243**************60151East Midlands
**4%6%8%9%**************8%8%

dd

**16356067**************112267Greater London
**11%11%15%14%**************16%13%

**682012**************2771North East
**4%3%5%3%**************4%4%

**13344738**************67202North West
**9%11%12%8%**************9%10%

**304263107**************113348South East
**21%14%16%22%**************16%17%

cbc

**21374743**************89229South West
**15%12%12%9%**************12%11%

a

**6352945**************62170West Midlands
**4%12%7%9%**************9%8%

bdd

**4212227**************40126Yorkshire and The Humber
**3%7%5%6%**************6%6%

**8171920**************3293Scotland
**6%6%5%4%**************4%5%

**10182319**************2795Wales
**7%6%6%4%**************4%5%

**8151523**************3190Northern Ireland
**5%5%4%5%**************4%5%

**117255351421**************6281722Net: England
**82%84%86%87%**************87%86%

**8171920**************3293Net: Scotland
**6%6%5%4%**************4%5%

**10182319**************2795Net: Wales
**7%6%6%4%**************4%5%

**8151523**************3190Net: Northern Ireland
**5%5%4%5%**************4%5%
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

21051214724**32**612534159East of England
5%8%5%8%8%**7%**8%7%3%11%8%

b

3972712428**34**6172216151East Midlands
6%7%11%7%10%**8%**8%9%14%5%8%

aa

71723023750**64**5292447267Greater London
13%13%13%13%18%**15%**7%16%16%15%13%

ddd

24496213**15**11061071North East
5%3%4%4%4%**3%**2%5%4%3%4%

41292417817**53**14121430202North West
8%10%10%10%6%**12%**17%7%9%10%10%

cac

92363531346**63**11242752348South East
16%18%15%18%16%**14%**14%13%18%17%17%

81402720225**66**7282331229South West
14%11%11%11%9%**15%**9%15%15%10%11%

c

81082914126**39**1618723170West Midlands
14%8%12%8%9%**9%**21%10%5%8%8%

aabc

2721910717**23**512518126Yorkshire and The Humber
4%6%8%6%6%**5%**6%7%3%6%6%

36198313**18**2771593Scotland
7%5%4%5%5%**4%**3%4%5%5%5%

26898610**17**3751395Wales
3%5%4%5%4%**4%**4%4%3%4%5%

25798114**16**1771790Northern Ireland
4%4%4%5%5%**4%**1%4%4%5%5%

4511032111511244**389**721611322631722Net: England
86%86%89%86%87%**88%**92%88%87%85%86%

36198313**18**2771593Net: Scotland
7%5%4%5%5%**4%**3%4%5%5%5%

26898610**17**3751395Net: Wales
3%5%4%5%4%**4%**4%4%3%4%5%

25798114**16**1771790Net: Northern Ireland
4%4%4%5%5%**4%**1%4%4%5%5%
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**98930948**1658159East of England
**8%8%7%4%10%**8%3%10%8%

bb

**793252636**12122151East Midlands
**5%8%6%11%7%**6%8%3%8%

**32152812193**24196267Greater London
**26%13%20%9%18%**12%12%8%13%

bbb

**240111017**24371North East
**1%4%3%4%3%**1%3%4%4%

**8110373535**34277202North West
**7%10%9%15%7%**18%17%8%10%

a

**23201753381**202717348South East
**19%18%18%14%16%**11%17%21%17%

**10121423063**192014229South West
**8%11%10%13%12%**10%13%18%11%

**799382340**18144170West Midlands
**6%9%9%10%8%**9%9%6%8%

**566231723**251110126Yorkshire and The Humber
**4%6%6%7%5%**13%7%12%6%

**35117824**54393Scotland
**2%5%4%4%5%**3%2%3%5%

**45618919**129295Wales
**4%5%4%4%4%**6%5%2%5%

**145315923**66490Northern Ireland
**11%5%4%4%5%**3%4%5%5%

ab

**102971360203436**169139711722Net: England
**83%86%88%89%87%**88%88%90%86%

**35117824**54393Net: Scotland
**2%5%4%4%5%**3%2%3%5%

**45618919**129295Net: Wales
**4%5%4%4%4%**6%5%2%5%

**145315923**66490Net: Northern Ireland
**11%5%4%4%5%**3%4%5%5%

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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**7085486487**163841**176428159East of England
**9%8%9%9%8%**10%8%8%**15%9%8%8%

ab

**4681465389**103843**65222151East Midlands
**6%8%8%7%8%**6%8%8%**5%7%7%8%

**9714396109158**387376**229262267Greater London
**12%14%17%15%14%**25%15%14%**20%13%18%13%

abbb

**3332202341***2215***191171North East
**4%3%4%3%4%***%5%3%***%3%3%4%

ccc

**92904464109**104155**96227202North West
**12%9%8%9%10%**7%9%11%**8%9%8%10%

a

**12619288134197**197489**1413467348South East
**16%19%16%18%17%**12%15%17%**12%19%20%17%

cc

**891206883126**195865**138038229South West
**11%12%12%11%11%**12%12%12%**12%11%11%11%

**5175425695**113950**75625170West Midlands
**7%7%8%8%8%**7%8%9%**6%8%7%8%

**4851273365**43527***3214126Yorkshire and The Humber
**6%5%5%5%6%**3%7%5%***%5%4%6%

ccc

**4244243953**51923**4371693Scotland
**5%4%4%5%5%**3%4%4%**3%5%5%5%

**4353234159**72020**6371795Wales
**6%5%4%6%5%**5%4%4%**5%5%5%5%

**4245273353**152319**14321090Northern Ireland
**5%4%5%5%5%**10%5%4%**12%5%3%5%

abab

**651869481618967**126419461**895902931722Net: England
**84%86%87%85%85%**82%87%88%**79%85%87%86%

c

**4244243953**51923**4371693Net: Scotland
**5%4%4%5%5%**3%4%4%**3%5%5%5%

**4353234159**72020**6371795Net: Wales
**6%5%4%6%5%**5%4%4%**5%5%5%5%

**4245273353**152319**14321090Net: Northern Ireland
**5%4%5%5%5%**10%5%4%**12%5%3%5%

abab
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********658259281936159East of England
********9%9%11%13%9%9%10%8%

********4675*1201330151East Midlands
********6%8%*%2%7%6%8%8%

e

********88134516482666267Greater London
********12%14%11%23%16%12%18%13%

bb

********30292-5101271North East
********4%3%3%-%2%4%3%4%

c

********908877261826202North West
********12%9%16%10%9%8%7%10%

a

********121180610513860348South East
********16%19%12%14%17%17%16%17%

********8810889383147229South West
********12%11%17%14%13%14%13%11%

********537646291524170West Midlands
********7%8%9%9%10%7%7%8%

********4851*2171021126Yorkshire and The Humber
********6%5%*%3%6%5%6%6%

********41412112121693Scotland
********5%4%5%1%4%6%4%5%

********42493314121495Wales
********6%5%6%4%5%5%4%5%

********42444514141890Northern Ireland
********6%5%9%7%5%7%5%5%

********63082436622611823211722Net: England
********83%86%80%88%87%82%87%86%

********41412112121693Net: Scotland
********5%4%5%1%4%6%4%5%

********42493314121495Net: Wales
********6%5%6%4%5%5%4%5%

********42444514141890Net: Northern Ireland
********6%5%9%7%5%7%5%5%
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Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

12624**136**3714998153127151129149159East of England
8%10%**9%**8%8%9%8%8%8%9%8%8%

12210**107**2314475145118136109136151East Midlands
8%4%**7%**5%8%7%7%8%7%7%7%8%

19755**199**90258178258214263212262267Greater London
12%23%**13%**20%14%16%13%14%14%14%14%13%

baab

567**60**76940695670546971North East
4%3%**4%**2%4%4%4%4%4%4%4%4%

cc

15333**153**2618599198158194147192202North West
10%14%**10%**6%10%9%10%10%10%10%10%10%

c

30314**286**84323191341280331269329348South East
19%6%**18%**19%17%17%18%18%17%18%18%17%

a

18532**184**45201125222171205168201229South West
12%13%**12%**10%11%11%11%11%11%11%11%11%

12023**127**3216290165117166129165170West Midlands
8%10%**8%**7%9%8%8%7%9%8%9%8%

1078**102**20113751209711282109126Yorkshire and The Humber
7%3%**6%**5%6%7%6%6%6%5%6%6%

7410**73**178952917288728793Scotland
5%4%**5%**4%5%5%5%5%5%5%5%5%

7517**80**249058947790768895Wales
5%7%**5%**5%5%5%5%5%5%5%5%5%

805**77**378748887386698690Northern Ireland
5%2%**5%**8%5%4%5%5%5%5%5%5%

ab

1370207**1354**3641605971167213381627129816111722Net: England
86%86%**86%**83%86%86%86%86%86%86%86%86%

7410**73**178952917288728793Net: Scotland
5%4%**5%**4%5%5%5%5%5%5%5%5%

7517**80**249058947790768895Net: Wales
5%7%**5%**5%5%5%5%5%5%5%5%5%

805**77**378748887386698690Net: Northern Ireland
5%2%**5%**8%5%4%5%5%5%5%5%5%

ab
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

6792138811341168187**21159East of England
7%9%8%8%5%9%8%4%5%7%**5%8%

aa

73781241017309722317**32151East Midlands
7%8%7%11%7%8%7%10%9%7%**8%8%

15011722710314719029397**42267Greater London
15%12%14%10%13%13%13%14%11%8%**11%13%

a

462560476588113**1271North East
5%2%4%4%3%2%4%4%3%4%**3%4%

ac

9910217252434152154513**50202North West
10%10%10%5%10%9%11%7%13%14%**13%10%

146202289194169237416018**71348South East
15%20%17%19%17%19%17%20%17%20%**19%17%

b

105123174134253145274311**44229South West
11%12%10%13%18%15%10%13%12%12%**11%11%

cb

937713992231118183610**42170West Midlands
10%8%8%9%9%8%8%9%10%11%**11%8%

675910112121210310364**36126Yorkshire and The Humber
7%6%6%12%5%3%7%5%10%5%**9%6%

acc

4647814816679143**1293Scotland
5%5%5%4%3%4%5%4%4%3%**3%5%

494680411176315115**1195Wales
5%5%5%4%5%5%4%7%3%6%**3%5%

3951783913699133**1290Northern Ireland
4%5%5%3%4%3%5%4%3%3%**3%5%

847875142489206316121617832080**3491722Net: England
86%86%86%90%88%87%86%84%90%88%**91%86%

4647814816679143**1293Net: Scotland
5%5%5%4%3%4%5%4%4%3%**3%5%

494680411176315115**1195Net: Wales
5%5%5%4%5%5%4%7%3%6%**3%5%

3951783913699133**1290Net: Northern Ireland
4%5%5%3%4%3%5%4%3%3%**3%5%
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

18171620971195191612159East of England
17%9%8%8%6%6%6%5%5%10%8%9%8%

bdefghijd

-92024957271212243151East Midlands
-%5%10%10%6%5%4%14%10%6%13%2%8%

laflafllllacfghklafllafghkl

313313211619231715302821267Greater London
28%18%7%9%11%17%12%9%13%17%15%17%13%

eijabcdefghijeijjeijjeij

k

1119124564474371North East
1%6%5%5%3%4%3%2%4%4%2%2%4%

l

14262716126191415271511202North West
12%14%13%7%8%5%10%7%13%15%8%8%10%

gegiggbegi

63432493119412924243721348South East
6%19%15%20%21%17%21%15%20%14%19%17%17%

lllllllllll

-174739611292013111521229South West
-%9%22%16%4%10%15%11%11%6%8%17%11%

lbcdeghklbchllhlbchlhlhlllbchl

41224251751827416145170West Midlands
4%6%11%10%11%5%10%14%3%9%7%4%8%

adgladladgladlabdgkld

55-1024111219771412126Yorkshire and The Humber
5%3%-%4%16%10%6%10%6%4%7%9%6%

jjjbcdfijklcjkjcijkjjjcjk

11669511787811693Scotland
10%3%3%4%4%10%4%4%6%4%6%5%5%

efhijkefhijk

844911881261010595Wales
7%2%2%4%8%7%4%6%5%5%5%4%5%

jkjkjkj

11810944976104790Northern Ireland
10%4%5%4%3%4%5%4%5%5%2%5%5%

beghik

8016518821612787166165991531691091722Net: England
72%90%91%89%86%79%87%86%84%85%87%86%86%

glglgllllllll

11669511787811693Net: Scotland
10%3%3%4%4%10%4%4%6%4%6%5%5%

efhijkefhijk

844911881261010595Net: Wales
7%2%2%4%8%7%4%6%5%5%5%4%5%

jkjkjkj

11810944976104790Net: Northern Ireland
10%4%5%4%3%4%5%4%5%5%2%5%5%

beghik
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

51352646159East of England
10%7%5%9%8%

bb

29384539151East Midlands
6%8%9%8%8%

d

77555580267Greater London
15%11%11%16%13%

bcbc

2221151471North East
4%4%3%3%4%

66354853202North West
13%7%10%11%10%

cc

72999383348South East
14%20%19%17%17%

d

64566247229South West
13%11%12%9%11%

39474935170West Midlands
8%9%10%7%8%

11453833126Yorkshire and The Humber
2%9%8%7%6%

ddd

2224212593Scotland
4%5%4%5%5%

1628262595Wales
3%6%5%5%5%

2918222190Northern Ireland
6%4%4%4%5%

4324304304301722Net: England
86%86%86%86%86%

2224212593Net: Scotland
4%5%4%5%5%

1628262595Net: Wales
3%6%5%5%5%

2918222190Net: Northern Ireland
6%4%4%4%5%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

Agriculture, hunting and
32629311***7879forestry
5%5%5%6%4%2%1%3%1%4%4%

be

-----------Fishing
-%-%-%-%-%-%-%-%-%-%-%

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

539504910227163173Manufacturing
9%8%7%9%7%17%27%13%17%8%9%

aaca

Electricity / Gas /
1*110221-*13941Water supply
1%*%*%2%3%2%-%1%4%2%2%

1251345576114154159Construction
21%13%11%8%8%10%9%6%11%8%8%

abca

Wholesale and retail
trade: repair of motor

710481351886*14507513vehicles / motor cycles
12%27%39%25%26%10%4%10%11%26%26%

eabeeebcde

2-519183*125558Hotels and restaurants
4%-%4%3%2%5%5%9%4%3%3%

aab

Transportation storage
353222631127477and communication
4%13%2%4%4%5%10%4%4%4%4%

abcea

Financial intermediation
34638382*12113116and insurance
4%11%4%7%5%4%1%4%4%6%6%

Real estate, rental and
1161070803**3240244business
18%16%8%13%11%6%1%3%7%12%12%

acbcde

Public administration
---27*--*1414and defence
-%-%-%*%1%1%-%-%1%1%1%

2*272461234955Educational services
4%1%1%1%3%10%14%18%7%3%3%

baaabea

Healthcare and social
31722297*25113120work
5%2%5%4%4%12%4%11%13%6%6%

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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

Other community, social
and personal service

5*9651377125274281activities
9%1%7%12%19%12%10%12%12%14%14%

dbcde

Private households with
----1----22employed persons
-%-%-%-%*%-%-%-%-%*%*%

Non-Governmental
3-4131531114750Organisations (NGOs)
4%-%3%2%2%4%13%4%3%2%3%

aabce

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

-1245----1111Other answers
-%2%2%1%1%-%-%-%-%1%1%

32629311***7879Net: Agriculture
5%5%5%6%4%2%1%3%1%4%4%

be

539504910227165175Net: Manufacturing
9%8%7%9%7%17%27%13%17%8%9%

aaca

1*110221-*13941Net: Utilities
1%*%*%2%3%2%-%1%4%2%2%

1251345576114154159Net: Construction
21%13%11%8%8%10%9%6%11%8%8%

abca

915511572149126581590Net: Distribution
16%40%41%30%30%15%14%15%15%30%30%

eabeeebcde

2-519183*125558Net: Hospitality
4%-%4%3%2%5%5%9%4%3%3%

aab

34638382*12113116Net: Financial
4%11%4%7%5%4%1%4%4%6%6%

24731179291273717740767Net: Non-financial
40%20%25%34%40%45%42%48%44%38%38%

cddbcdaaa

-1245----1111Net: Other
-%2%2%1%1%-%-%-%-%1%1%
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

Agriculture, hunting and
499575412103536979forestry
4%9%9%3%3%3%6%3%2%8%1%5%4%4%

cacefhjacefhjmcecec

--------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*11------1--2Mining and quarrying
-%*%1%*%-%-%-%-%-%-%*%-%-%*%

910614920222116176211015173Manufacturing
9%9%6%9%14%13%11%5%10%9%7%8%7%9%

afkfkf

Electricity / Gas /
2523225137281341Water supply
2%4%2%2%2%3%1%1%4%3%3%1%1%2%

fgjf

7781371117153211*26618159Construction
8%7%8%8%7%10%8%10%7%*%10%5%8%8%

dddddd

Wholesale and retail
trade: repair of motor

192422448505650834121532867513vehicles / motor cycles
21%23%22%26%34%33%26%25%24%31%19%23%29%26%

ccklmcklmc

2364724547394858Hotels and restaurants
2%3%6%3%2%2%3%1%4%4%3%4%4%3%

fjm

Transportation storage
35466*561314-1041477and communication
3%4%4%4%*%3%3%4%8%-%3%3%6%4%

iidijmi

Financial intermediation
6659965629122141015116and insurance
6%6%5%6%4%3%3%9%7%3%5%8%7%6%

gh

Real estate, rental and
710921710103242215512621244business
8%10%9%13%7%6%16%13%12%7%19%21%9%12%

hmahikmhadhijklmadhijkl

m

Public administration
-1-134--6**3--14and defence
-%1%-%1%3%-%-%2%*%*%1%-%-%1%

agjkmkm

222496241110232855Educational services
3%2%2%3%4%1%2%3%6%3%1%1%4%3%

chk

Healthcare and social
5471041111121814816411120work
5%4%7%6%8%6%6%5%8%12%6%3%5%6%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

Other community, social
and personal service

18121723516242055139491237281activities
19%11%17%14%11%14%11%17%8%14%18%10%16%14%

egijleeeele

Private households with
1--2------2--2employed persons
1%-%-%*%-%-%-%-%-%-%1%-%-%*%

Non-Governmental
5523822752356650Organisations (NGOs)
5%5%2%2%2%1%4%2%1%5%2%5%2%3%

cfhjj

11-2-2-------4Don't know
1%1%-%*%-%1%-%-%-%-%-%-%-%*%

jj

21-9---31-32-11Other answers
2%1%-%1%-%-%-%1%1%-%1%2%-%1%

jkk

499575412103536979Net: Agriculture
4%9%9%3%3%3%6%3%2%8%1%5%4%4%

cacefhjacefhjmcecec

910615020222116176221015175Net: Manufacturing
9%9%6%9%14%13%11%5%10%9%8%8%7%9%

afkfkf

2523225137281341Net: Utilities
2%4%2%2%2%3%1%1%4%3%3%1%1%2%

fgjf

7781371117153211*26618159Net: Construction
8%7%8%8%7%10%8%10%7%*%10%5%8%8%

dddddd

222827513506155955521623282590Net: Distribution
24%27%27%30%34%36%29%29%32%31%23%26%35%30%

cmcmcmcm

2364724547394858Net: Hospitality
2%3%6%3%2%2%3%1%4%4%3%4%4%3%

fjm

6659965629122141015116Net: Financial
6%6%5%6%4%3%3%9%7%3%5%8%7%6%

gh

38353765850487613760281284983767Net: Non-financial
41%33%37%39%34%29%39%42%34%42%47%41%36%38%

hhhaehijkl

21-9---31-32-11Net: Other
2%1%-%1%-%-%-%1%1%-%1%2%-%1%

jkk
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

Agriculture, hunting and
5745029-----**-7979forestry
3%4%11%2%-%-%-%-%-%**-%100%4%

abcdefgh

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

11-2-----**2-2Mining and quarrying
*%*%-%*%-%-%-%-%-%**1%-%*%

eh

716745128-----**173-173Manufacturing
4%9%10%8%-%-%-%-%-%**99%-%9%

bacdefgh

Electricity / Gas /
1391526-----**--41Water supply
1%2%3%2%-%-%-%-%-%**-%-%2%

aabdefgh

315642118----159**--159Construction
2%9%9%8%-%-%-%-%100%**-%-%8%

babcefgh

Wholesale and retail
trade: repair of motor

4546893420---513-**--513vehicles / motor cycles
26%26%20%27%-%-%-%87%-%**-%-%26%

babcdfgh

7522038--58--**--58Hotels and restaurants
4%3%4%2%-%-%100%-%-%**-%-%3%

aabcdegh

Transportation storage
12651067---77-**--77and communication

7%4%2%4%-%-%-%13%-%**-%-%4%

ababcdfgh

Financial intermediation
111052492-116---**--116and insurance

6%6%5%6%-%100%-%-%-%**-%-%6%

abcdefh

Real estate, rental and
2721752191244----**--244business
15%12%11%12%32%-%-%-%-%**-%-%12%

abcdefg

Public administration
*145914----**--14and defence
*%1%1%1%2%-%-%-%-%**-%-%1%

e

749144255----**--55Educational services
4%3%3%3%7%-%-%-%-%**-%-%3%

abdefg
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

Healthcare and social
1510516104120----**--120work

9%6%4%7%16%-%-%-%-%**-%-%6%

babcdefg

Other community, social
and personal service

2625562219281----**--281activities
15%14%13%14%37%-%-%-%-%**-%-%14%

abcdefg

Private households with
-2-22----**--2employed persons
-%*%-%*%*%-%-%-%-%**-%-%*%

Non-Governmental
74464550----**--50Organisations (NGOs)
4%2%1%3%7%-%-%-%-%**-%-%3%

babdefg

-421-----**--4Don't know
-%*%1%*%-%-%-%-%-%**-%-%*%

a

29110-----**--11Other answers
1%1%*%1%-%-%-%-%-%**-%-%1%

5745029-----**-7979Net: Agriculture
3%4%11%2%-%-%-%-%-%**-%100%4%

abcdefgh

716845130-----**175-175Net: Manufacturing
4%9%10%8%-%-%-%-%-%**100%-%9%

bacdefgh

1391526-----**--41Net: Utilities
1%2%3%2%-%-%-%-%-%**-%-%2%

aabdefgh

315642118----159**--159Net: Construction
2%9%9%8%-%-%-%-%100%**-%-%8%

babcefgh

57533103487---590-**--590Net: Distribution
32%29%23%32%-%-%-%100%-%**-%-%30%

babcdfgh

7522038--58--**--58Net: Hospitality
4%3%4%2%-%-%100%-%-%**-%-%3%

aabcdegh

111052492-116---**--116Net: Financial
6%6%5%6%-%100%-%-%-%**-%-%6%

abcdefh

82685155612767----**--767Net: Non-financial
47%38%34%40%100%-%-%-%-%**-%-%38%

ababcdefg

29110-----**--11Net: Other
1%1%*%1%-%-%-%-%-%**-%-%1%
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

Agriculture, hunting and
25114257479forestry

6%4%3%4%4%4%

a

------Fishing
-%-%-%-%-%-%

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

40271019164173Manufacturing
9%10%8%8%9%9%

Electricity / Gas /
913023941Water supply
2%*%2%2%2%2%

bb

20181203157159Construction
5%6%10%3%8%8%

c

Wholesale and retail
trade: repair of motor

1557226847466513vehicles / motor cycles
36%25%21%42%25%26%

aba

914745558Hotels and restaurants
2%*%4%3%3%3%

bb

Transportation storage
13155017677and communication

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

Financial intermediation
3229533113116and insurance

7%10%4%2%6%6%

aa

Real estate, rental and
30301838236244business

7%11%15%7%13%12%

c

Public administration
3110-1414and defence
1%*%1%-%1%1%

884055155Educational services
2%3%3%4%3%3%

Healthcare and social
3512731119120work

8%4%6%1%6%6%

b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

Other community, social
and personal service

374319324257281activities
9%15%15%21%14%14%

cca

Private households with
-21-22employed persons
-%1%*%-%*%*%

a

Non-Governmental
10132724850Organisations (NGOs)

2%5%2%2%3%3%

a

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

416-1111Other answers
1%*%1%-%1%1%

25114257479Net: Agriculture
6%4%3%4%4%4%

a

40271029166175Net: Manufacturing
9%10%8%8%9%9%

913023941Net: Utilities
2%*%2%2%2%2%

bb

20181203157159Net: Construction
5%6%10%3%8%8%

c

1688631748542590Net: Distribution
39%30%25%43%29%30%

aba

914745558Net: Hospitality
2%*%4%3%3%3%

bb

3229533113116Net: Financial
7%10%4%2%6%6%

aa

12210952738729767Net: Non-financial
28%39%42%34%39%38%

cc

416-1111Net: Other
1%*%1%-%1%1%
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

Agriculture, hunting and
63637***79************67379forestry
2%4%5%**1%4%************2%4%4%

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

*11**-2*************22Mining and quarrying
*%*%*%**-%*%*************%*%*%

436960**9164************35130173Manufacturing
15%8%7%**19%8%************14%8%9%

abaiaiai

Electricity / Gas /
71816***40************73441Water supply
2%2%2%***%2%************3%2%2%

87180**-159************8151159Construction
3%8%10%**-%8%************3%9%8%

ccbcjbcj

Wholesale and retail
trade: repair of motor

108226179**20493************87405513vehicles / motor cycles
38%25%22%**44%25%************37%24%26%

abaiaiai

11740**-58************15758Hotels and restaurants
*%2%5%**-%3%************1%3%3%

bcbb

Transportation storage
84326**275************66977and communication
3%5%3%**4%4%************3%4%4%

Financial intermediation
276028**2114************2588116and insurance
10%7%3%**4%6%************11%5%6%

aaai

Real estate, rental and
2713680**5239************23216244business
10%15%10%**10%12%************9%13%12%

ac

Public administration
*86***14************-1414and defence
*%1%1%***%1%************-%1%1%

51239**253************35055Educational services
2%1%5%**4%3%************1%3%3%

bc

Healthcare and social
146640***120************14106120work

5%7%5%***%6%************6%6%6%

a

Other community, social
and personal service

1698167**3278************12265281activities
6%11%21%**7%14%************5%15%14%

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

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

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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

Private households with
12-**-2************122employed persons
*%*%-%**-%*%*************%*%*%

Non-Governmental
72815**248************54350Organisations (NGOs)
3%3%2%**5%2%************2%2%3%

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

641**-11************6511Other answers
2%*%*%**-%1%************2%*%1%

abai

63637***79************67379Net: Agriculture
2%4%5%**1%4%************2%4%4%

447161**9166************35132175Net: Manufacturing
15%8%7%**19%9%************14%8%9%

abaiaiai

71816***40************73441Net: Utilities
2%2%2%***%2%************3%2%2%

87180**-159************8151159Net: Construction
3%8%10%**-%8%************3%9%8%

ccbcjbcj

116269205**22568************94474590Net: Distribution
41%30%25%**48%29%************39%28%30%

abaaiaiai

11740**-58************15758Net: Hospitality
*%2%5%**-%3%************1%3%3%

bcbb

276028**2114************2588116Net: Financial
10%7%3%**4%6%************11%5%6%

aaai

71351346**13754************58696767Net: Non-financial
25%39%43%**27%39%************24%41%38%

ccbbcj

641**-11************6511Net: Other
2%*%*%**-%1%************2%*%1%

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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

Agriculture, hunting and
**********24361191847254179forestry
**********5%3%5%4%2%3%3%3%4%

d

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

***********11*11112Mining and quarrying
***********%*%*%*%*%*%*%*%*%

**********7911274696996386173Manufacturing
**********14%7%10%11%13%7%8%7%9%

aacacabcf

Electricity / Gas /
**********32829141131192641Water supply
**********5%2%2%3%1%2%2%2%2%

d

**********4104113193610957103159Construction
**********8%8%9%5%5%8%7%9%8%

dededede

Wholesale and retail
trade: repair of motor

**********626635973261275138221513vehicles / motor cycles
**********12%21%28%17%36%20%18%19%26%

babceabcef

***********28289152842858Hotels and restaurants
**********1%2%2%2%2%2%1%2%3%

bbbbb

Transportation storage
**********15652172257325077and communication
**********2%4%4%4%3%4%4%4%4%

Financial intermediation
**********4968034321059796116and insurance
**********7%8%6%8%4%8%13%8%6%

ddacdefd

Real estate, rental and
**********81711486071187116168244business
**********17%14%12%14%10%14%15%14%12%

dddfd

Public administration
**********1116681211914and defence
**********2%1%*%1%1%1%1%1%1%

ff

**********339176741194155Educational services
**********6%3%1%1%1%3%2%3%3%

dfddef

Healthcare and social
**********3946427491024497120work
**********5%7%5%6%7%8%6%8%6%

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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

Other community, social
and personal service

**********41831566684193105173281activities
**********8%15%12%16%11%14%14%15%14%

d

Private households with
**********---21---2employed persons
**********-%-%-%*%*%-%-%-%*%

acf

Non-Governmental
**********53933201346314650Organisations (NGOs)
**********9%3%3%5%2%3%4%4%3%

adfddd

**********-11231114Don't know
**********-%*%*%1%*%*%*%*%*%

**********-674562411Other answers
**********-%*%1%1%1%*%*%*%1%

**********24361191847254179Net: Agriculture
**********5%3%5%4%2%3%3%3%4%

d

**********79212846981006587175Net: Manufacturing
**********14%7%10%11%13%7%8%7%9%

aacacabcf

**********32829141131192641Net: Utilities
**********5%2%2%3%1%2%2%2%2%

d

**********4104113193610957103159Net: Construction
**********8%8%9%5%5%8%7%9%8%

dededede

**********732241190284332170271590Net: Distribution
**********13%26%32%21%39%25%22%23%30%

babceabcef

***********28289152842858Net: Hospitality
**********1%2%2%2%2%2%1%2%3%

bbbbb

**********4968034321059796116Net: Financial
**********7%8%6%8%4%8%13%8%6%

ddacdefd

**********24537424187232582327535767Net: Non-financial
**********47%43%33%44%32%43%43%45%38%

adfdfdfdf

**********-674562411Net: Other
**********-%*%1%1%1%*%*%*%1%
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

Agriculture, hunting and
**661916**************1679forestry
**4%2%5%3%**************2%4%

c

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

***-1-**************12Mining and quarrying
***%-%*%-%***************%*%

**9293228**************92173Manufacturing
**6%10%8%6%**************13%9%

Electricity / Gas /
**38812**************1141Water supply
**2%3%2%3%**************1%2%

**7182954**************36159Construction
**5%6%7%11%**************5%8%

cd

Wholesale and retail
trade: repair of motor

**27708296**************255513vehicles / motor cycles
**19%23%20%20%**************35%26%

***11412**************1558Hotels and restaurants
***%*%3%3%**************2%3%

cdcd

Transportation storage
**11101620**************2277and communication
**8%3%4%4%**************3%4%

abc

Financial intermediation
**30431814**************32116and insurance
**21%14%4%3%**************4%6%

abcab

Real estate, rental and
**21474670**************70244business
**15%16%11%15%**************10%12%

Public administration
**1335**************714and defence
***%1%1%1%**************1%1%

**371417**************755Educational services
**2%2%3%4%**************1%3%

Healthcare and social
**11193933**************49120work
**8%6%10%7%**************7%6%

Other community, social
and personal service

**7296493**************84281activities
**5%10%16%19%**************12%14%

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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

Private households with
**----**************12employed persons
**-%-%-%-%***************%*%

Non-Governmental
**3121910**************1350Organisations (NGOs)
**2%4%5%2%**************2%3%

a

***1--**************34Don't know
***%*%-%-%***************%*%

**3-22**************511Other answers
**2%-%*%*%**************1%1%

c

**661916**************1679Net: Agriculture
**4%2%5%3%**************2%4%

c

**9293328**************94175Net: Manufacturing
**6%10%8%6%**************13%9%

**38812**************1141Net: Utilities
**2%3%2%3%**************1%2%

**7182954**************36159Net: Construction
**5%6%7%11%**************5%8%

cd

**388098116**************277590Net: Distribution
**27%26%24%24%**************39%30%

***11412**************1558Net: Hospitality
***%*%3%3%**************2%3%

cdcd

**30431814**************32116Net: Financial
**21%14%4%3%**************4%6%

abcab

**46117186228**************231767Net: Non-financial
**32%39%46%47%**************32%38%

dcd

**3-22**************511Net: Other
**2%-%*%*%**************1%1%

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

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

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

Agriculture, hunting and
1466738**10***521179forestry
1%4%3%4%3%**2%***%3%1%4%4%

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

-1-21**-**---12Mining and quarrying
-%*%-%*%*%**-%**-%-%-%*%*%

1984612720**75**14302425173Manufacturing
2%8%19%7%7%**17%**18%17%16%8%9%

acaaa

Electricity / Gas /
1304365**6**-23541Water supply
1%2%2%2%2%**1%**-%1%2%2%2%

*108215725**10**16524159Construction
*%8%1%9%9%**2%**1%3%3%8%8%

bbacd

Wholesale and retail
trade: repair of motor

102658442966**188**44773794513vehicles / motor cycles
19%21%36%24%23%**43%**57%42%24%31%26%

acabcab

22655311**4**-18558Hotels and restaurants
4%2%2%3%4%**1%**-%1%6%2%3%

aacd

Transportation storage
45415626**16**354977and communication
7%4%6%3%2%**4%**4%3%2%3%4%

a

Financial intermediation
4101611030**3**-3624116and insurance
8%8%2%6%11%**1%**-%2%4%8%6%

bacd

Real estate, rental and
101772222242**30**2111839244business
19%14%9%13%15%**7%**2%6%12%13%12%

adcd

Public administration
2102124**4**-22414and defence
4%1%1%1%1%**1%**-%1%1%1%1%

a

*411544**3**-12355Educational services
1%3%*%3%1%**1%**-%1%1%1%3%

b
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C1. To which industry does your organisation belong to?
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

Healthcare and social
12911810223**26**3151911120work
22%7%8%6%8%**6%**4%8%13%4%6%

aaad

Other community, social
and personal service

61871826329**54**6181841281activities
11%14%7%15%10%**12%**8%10%12%13%14%

b

Private households with
--12-**-**-1--2employed persons
-%-%*%*%-%**-%**-%*%-%-%*%

Non-Governmental
*46*508**5**214650Organisations (NGOs)
1%4%*%3%3%**1%**3%*%2%2%3%

b

-1211**2**-21-4Don't know
-%*%1%*%*%***%**-%1%*%-%*%

a

-657-**5**1--311Other answers
-%*%2%*%-%**1%**2%-%-%1%1%

a

1466738**10***521179Net: Agriculture
1%4%3%4%3%**2%***%3%1%4%4%

1994612921**75**14302426175Net: Manufacturing
2%8%19%7%7%**17%**18%17%16%9%9%

acaaa

1304365**6**-23541Net: Utilities
1%2%2%2%2%**1%**-%1%2%2%2%

*108215725**10**16524159Net: Construction
*%8%1%9%9%**2%**1%3%3%8%8%

bbacd

1431810049071**204**488240104590Net: Distribution
26%25%42%28%25%**46%**61%45%27%34%30%

acabcab

22655311**4**-18558Net: Hospitality
4%2%2%3%4%**1%**-%1%6%2%3%

aacd

4101611030**3**-3624116Net: Financial
8%8%2%6%11%**1%**-%2%4%8%6%

bacd
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C1. To which industry does your organisation belong to?
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Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

3055262705109**121**135063105767Net: Non-financial
58%43%26%40%39%**28%**17%28%41%34%38%

abacdd

-657-**5**1--311Net: Other
-%*%2%*%-%**1%**2%-%-%1%1%

a
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C1. To which industry does your organisation belong to?
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

Agriculture, hunting and
**1418810**53379forestry
**1%4%2%3%2%**3%2%4%4%

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

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

b

**1983324848**373514173Manufacturing
**16%7%8%21%10%**19%22%17%9%

aba

Electricity / Gas /
***261146**84-41Water supply
***%2%3%2%1%**4%2%-%2%

**210026630**67*159Construction
**2%9%6%3%6%**3%4%*%8%

cc

Wholesale and retail
trade: repair of motor

**212087896163**646343513vehicles / motor cycles
**17%18%19%42%33%**34%40%54%26%

ab

**4285510***1158Hotels and restaurants
**3%2%1%2%2%***%1%1%3%

Transportation storage
**749131111**912177and communication
**5%4%3%5%2%**5%8%2%4%

Financial intermediation
**108947527**1222116and insurance
**8%8%11%2%5%**6%1%3%6%

b

Real estate, rental and
**16165531458**2178244business
**13%15%13%6%11%**11%5%10%12%

b

Public administration
**39726**24-14and defence
**3%1%2%1%1%**1%3%-%1%

b

**13619*6**1*-55Educational services
**1%3%5%*%1%***%*%-%3%

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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

Healthcare and social
**118736643**106*120work
**9%8%9%3%9%**5%4%1%6%

b

Other community, social
and personal service

**22162611569**14108281activities
**18%14%15%7%14%**7%6%10%14%

b

Private households with
**---1-**---2employed persons
**-%-%-%*%-%**-%-%-%*%

Non-Governmental
**24413*12*****50Organisations (NGOs)
**2%4%3%*%2%***%*%*%3%

b

**-1-21**---4Don't know
**-%*%-%1%*%**-%-%-%*%

**-415-**15-11Other answers
**-%*%*%2%-%**1%3%-%1%

a

**1418810**53379Net: Agriculture
**1%4%2%3%2%**3%2%4%4%

**2183334849**373514175Net: Manufacturing
**17%7%8%21%10%**19%22%17%9%

aba

***261146**84-41Net: Utilities
***%2%3%2%1%**4%2%-%2%

**210026630**67*159Net: Construction
**2%9%6%3%6%**3%4%*%8%

cc

**2825791107175**747544590Net: Distribution
**23%23%22%47%35%**39%47%55%30%

a

**4285510***1158Net: Hospitality
**3%2%1%2%2%***%1%1%3%

**108947527**1222116Net: Financial
**8%8%11%2%5%**6%1%3%6%

b

**5650219039193**492816767Net: Non-financial
**46%44%46%17%39%**25%18%20%38%

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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**-415-**15-11Net: Other
**-%*%*%2%-%**1%3%-%1%

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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

Agriculture, hunting and
**3633102441**51210**525779forestry
**5%3%2%3%4%**3%2%2%**4%4%2%4%

c

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

***1111**1-1**1*12Mining and quarrying
***%*%*%*%*%**1%-%*%**1%*%*%*%

bb

**5670586283**265980**155133173Manufacturing
**7%7%11%8%7%**17%12%15%**13%7%10%9%

ab

Electricity / Gas /
**162481926**174**117341Water supply
**2%2%1%3%2%***%2%1%**1%2%1%2%

**48913457101**32921**15514159Construction
**6%9%6%8%9%**2%6%4%**1%8%4%8%

bccacc

Wholesale and retail
trade: repair of motor

**153197184129206**65174194**3012965513vehicles / motor cycles
**20%19%33%18%18%**42%36%37%**26%18%19%26%

abb

**101810423**1108***4*58Hotels and restaurants
**1%2%2%1%2%**1%2%2%***%1%*%3%

bb

Transportation storage
**3434132846**61219**9281477and communication
**4%3%2%4%4%**4%2%4%**8%4%4%4%

b

Financial intermediation
**6397279492**32622**139045116and insurance
**8%10%5%13%8%**2%5%4%**12%13%13%6%

accc

Real estate, rental and
**10914660107158**104440**910649244business
**14%14%11%15%14%**7%9%8%**8%15%15%12%

ccc

Public administration
**510699**275**28714and defence
**1%1%1%1%1%**1%2%1%**2%1%2%1%

**253471840**-56**1161155Educational services
**3%3%1%3%4%**-%1%1%**1%2%3%3%

c

Healthcare and social
**6772464086**63435**64022120work
**9%7%8%6%8%**4%7%7%**5%6%6%6%

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 4  (continuation)                                                                                                                                                      Page 82

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

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

Other community, social
and personal service

**11814775104167**185364**169453281activities
**15%15%14%14%15%**12%11%12%**14%14%16%14%

Private households with
**-----**--1**---2employed persons
**-%-%-%-%-%**-%-%*%**-%-%-%*%

Non-Governmental
**3429133146**3107**3291050Organisations (NGOs)
**4%3%2%4%4%**2%2%1%**3%4%3%3%

c

**11111**212***1-4Don't know
***%*%*%*%*%**1%*%*%***%*%-%*%

b

**26224**1-3**-2211Other answers
***%1%*%*%*%**1%-%1%**-%*%1%1%

b

**3633102441**51210**525779Net: Agriculture
**5%3%2%3%4%**3%2%2%**4%4%2%4%

c

**5671606384**275981**165134175Net: Manufacturing
**7%7%11%9%7%**18%12%15%**14%7%10%9%

ab

**162481926**174**117341Net: Utilities
**2%2%1%3%2%***%2%1%**1%2%1%2%

**48913457101**32921**15514159Net: Construction
**6%9%6%8%9%**2%6%4%**1%8%4%8%

bccacc

**187230197157253**71186213**3915779590Net: Distribution
**24%23%36%21%22%**46%39%41%**35%23%23%30%

abab

**101810423**1108***4*58Net: Hospitality
**1%2%2%1%2%**1%2%2%***%1%*%3%

bb

**6397279492**32622**139045116Net: Financial
**8%10%5%13%8%**2%5%4%**12%13%13%6%

accc

**359439207310507**39153158**37294151767Net: Non-financial
**46%43%37%42%45%**25%32%30%**33%42%45%38%

ccc

**26224**1-3**-2211Net: Other
***%1%*%*%*%**1%-%1%**-%*%1%1%

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

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

Produced by OLR
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Agriculture, hunting and
********35341165679forestry
********5%4%3%2%2%2%2%4%

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

**********-11--2Mining and quarrying
*********%*%-%2%*%-%-%*%

ab

********486898302136173Manufacturing
********6%7%19%11%10%10%10%9%

abc

Electricity / Gas /
********1724--63641Water supply
********2%2%-%-%2%1%2%2%

********489122171329159Construction
********6%10%3%2%6%6%8%8%

b

Wholesale and retail
trade: repair of motor

********151181113010770104513vehicles / motor cycles
********20%19%23%42%36%32%28%26%

aea

********1220--11458Hotels and restaurants
********2%2%-%-%*%1%1%3%

Transportation storage
********29342396877and communication
********4%4%5%5%3%3%2%4%

Financial intermediation
********5990**111225116and insurance
********8%9%1%1%4%5%7%6%

d

Real estate, rental and
********10114544282146244business
********13%15%8%6%9%9%13%12%

Public administration
********610--34514and defence
********1%1%-%-%1%2%1%1%

********2631--66655Educational services
********3%3%-%-%2%3%2%3%

Healthcare and social
********646276231433120work
********8%6%16%8%8%6%9%6%

bc
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C1. To which industry does your organisation belong to?
Base: All
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Other community, social
and personal service

********118132913513653281activities
********16%14%19%18%17%16%14%14%

Private households with
********-------2employed persons
********-%-%-%-%-%-%-%*%

Non-Governmental
********37281236750Organisations (NGOs)
********5%3%2%3%1%3%2%3%

a

********11---1-4Don't know
*********%*%-%-%-%*%-%*%

********46-----11Other answers
*********%1%-%-%-%-%-%1%

********35341165679Net: Agriculture
********5%4%3%2%2%2%2%4%

********486899312136175Net: Manufacturing
********6%7%19%13%10%10%10%9%

ab

********1724--63641Net: Utilities
********2%2%-%-%2%1%2%2%

********489122171329159Net: Construction
********6%10%3%2%6%6%8%8%

b

********180215133311676113590Net: Distribution
********24%22%28%47%38%35%31%30%

aea

********1220--11458Net: Hospitality
********2%2%-%-%*%1%1%3%

********5990**111225116Net: Financial
********8%9%1%1%4%5%7%6%

d

********351409212511488151767Net: Non-financial
********47%43%45%35%38%40%41%38%

********46-----11Net: Other
*********%1%-%-%-%-%-%1%
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C1. To which industry does your organisation belong to?
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Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

Agriculture, hunting and
686**57**167248796372607279forestry

4%2%**4%**4%4%4%4%4%4%4%4%4%

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

2-**1**111212122Mining and quarrying
*%-%***%***%*%*%*%*%*%*%*%*%

12426**119**44159104171135161121157173Manufacturing
8%11%**8%**10%9%9%9%9%9%8%8%9%

a

Electricity / Gas /
355**37**43826383139283941Water supply

2%2%**2%**1%2%2%2%2%2%2%2%2%

c

14613**146**2014471155104147118147159Construction
9%5%**9%**5%8%6%8%7%8%8%8%8%

c

Wholesale and retail
trade: repair of motor

40053**411**149486306502438493385488513vehicles / motor cycles
25%22%**26%**34%26%27%26%28%26%25%26%26%

ab

463**43**75026563752325258Hotels and restaurants
3%1%**3%**2%3%2%3%2%3%2%3%3%

Transportation storage
5813**61**277446715674587477and communication

4%6%**4%**6%4%4%4%4%4%4%4%4%

ab

Financial intermediation
8128**93**171157211276115105113116and insurance

5%12%**6%**4%6%6%6%5%6%7%6%6%

bccd

Real estate, rental and
20225**185**51227122236175229194224244business

13%11%**12%**12%12%11%12%11%12%13%12%12%

Public administration
112**10**41412141114131414and defence

1%1%**1%**1%1%1%1%1%1%1%1%1%

496**48**85235554552445255Educational services
3%3%**3%**2%3%3%3%3%3%3%3%3%

Healthcare and social
9711**92**191087411610911091108120work

6%5%**6%**4%6%7%6%7%6%6%6%6%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
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Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

Other community, social
and personal service

22540**225**65266156272224265206263281activities
14%17%**14%**15%14%14%14%14%14%14%14%14%

Private households with
-2**2**-22222222employed persons
-%1%***%**-%*%*%*%*%*%*%*%*%

b

Non-Governmental
446**44**44822504050435050Organisations (NGOs)

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

c

1-**1**242444444Don't know
*%-%***%***%*%*%*%*%*%*%*%*%

10-**7**2939898911Other answers
1%-%***%**1%*%*%*%1%*%1%*%1%

686**57**167248796372607279Net: Agriculture
4%2%**4%**4%4%4%4%4%4%4%4%4%

12626**120**46160106173136163122159175Net: Manufacturing
8%11%**8%**10%9%9%9%9%9%8%8%9%

a

355**37**43826383139283941Net: Utilities
2%2%**2%**1%2%2%2%2%2%2%2%2%

c

14613**146**2014471155104147118147159Net: Construction
9%5%**9%**5%8%6%8%7%8%8%8%8%

c

45867**473**176560353573494567444563590Net: Distribution
29%28%**30%**40%30%31%29%32%30%29%30%30%

ab

463**43**75026563752325258Net: Hospitality
3%1%**3%**2%3%2%3%2%3%2%3%3%

8128**93**171157211276115105113116Net: Financial
5%12%**6%**4%6%6%6%5%6%7%6%6%

bccd

62892**607**151717423745606723594714767Net: Non-financial
39%39%**38%**34%38%38%38%39%38%39%38%38%

10-**7**2939898911Net: Other
1%-%***%**1%*%*%*%1%*%1%*%1%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

Agriculture, hunting and
364370281755794**1279forestry

4%4%4%2%3%5%4%3%3%4%**3%4%

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

112--11---**-2Mining and quarrying
*%*%*%-%-%*%*%-%-%-%**-%*%

8588126133338113225617**63173Manufacturing
9%9%8%13%14%11%8%11%16%19%**16%9%

c

Electricity / Gas /
17243713731272**741Water supply

2%2%2%1%1%2%2%1%2%2%**2%2%

609914151349102952**7159Construction
6%10%8%5%6%13%7%4%1%2%**2%8%

bab

Wholesale and retail
trade: repair of motor

3002133794488733538313541**149513vehicles / motor cycles
31%21%23%45%38%20%25%40%38%45%**39%26%

accbc

322753231045311***1158Hotels and restaurants
3%3%3%2%1%3%3%1%3%*%**3%3%

Transportation storage
314665210145211910**1577and communication

3%4%4%2%4%4%4%5%2%11%**4%4%

b

Financial intermediation
52631061818881019-**18116and insurance

5%6%6%1%3%5%6%5%5%-%**5%6%

ba

Real estate, rental and
101143216111759164163411**39244business

10%14%13%11%7%16%12%7%10%12%**10%12%

baab

Public administration
41113-1*1226***614and defence
*%1%1%-%1%*%1%1%2%*%**2%1%

26295231114411***155Educational services
3%3%3%3%*%3%3%*%*%*%***%3%

aaa

Healthcare and social
5862116*4158124241**22120work

6%6%7%*%2%4%6%11%7%1%**6%6%

abbca
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C1. To which industry does your organisation belong to?
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

Other community, social
and personal service

14613522912403822514313**26281activities
15%13%14%12%17%10%16%7%9%3%**7%14%

ac

Private households with
-22---121-**12employed persons
-%*%*%-%-%-%*%1%*%-%***%*%

b

Non-Governmental
2228451484023-**250Organisations (NGOs)

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

2112--122-**24Don't know
*%*%*%2%-%-%*%1%1%-%**1%*%

acb

8310-12825-**511Other answers
1%*%1%-%1%*%1%1%1%-%**1%1%

364370281755794**1279Net: Agriculture
4%4%4%2%3%5%4%3%3%4%**3%4%

8690128133339113225617**63175Net: Manufacturing
9%9%8%13%14%11%8%11%16%19%**16%9%

c

17243713731272**741Net: Utilities
2%2%2%1%1%2%2%1%2%2%**2%2%

609914151349102952**7159Net: Construction
6%10%8%5%6%13%7%4%1%2%**2%8%

bab

3312594444798884049414351**164590Net: Distribution
34%25%27%47%42%24%29%45%40%56%**43%30%

accbcb

322753231045311***1158Net: Hospitality
3%3%3%2%1%3%3%1%3%*%**3%3%

52631061818881019-**18116Net: Financial
5%6%6%1%3%5%6%5%5%-%**5%6%

ba

3564116732766132567609915**97767Net: Non-financial
36%40%40%27%28%36%40%28%28%16%**25%38%

abaaa

8310-12825-**511Net: Other
1%*%1%-%1%*%1%1%1%-%**1%1%
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

Agriculture, hunting and
878195853514779forestry
7%4%4%8%3%7%3%1%5%*%2%5%4%

bceccbcefbcecce

-------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

711181814520191426147173Manufacturing
7%6%9%7%9%5%11%10%12%14%7%6%9%

agabgkl

Electricity / Gas /
244735-5133341Water supply
2%2%2%3%2%4%-%3%1%2%2%2%2%

fdfff

81313161310171113171912159Construction
7%7%6%7%9%9%9%5%11%10%10%9%8%

Wholesale and retail
trade: repair of motor

255850723723405926405725513vehicles / motor cycles
23%32%24%30%25%21%21%31%22%22%30%20%26%

adfgaafga

6*861033*229958Hotels and restaurants
5%*%4%2%6%3%2%*%1%1%4%7%3%

cekekcdefkekekcdefik

Transportation storage
3986937103103477and communication
3%5%4%2%6%3%4%5%3%6%2%3%4%

bb

Financial intermediation
5108161341810111156116and insurance
5%5%4%7%9%4%9%5%1%6%8%4%6%

dddddgjdddd

Real estate, rental and
17263615108362818121125244business
16%14%17%6%7%7%19%14%16%6%6%20%12%

bcghibcghibcghibcghibcghibcghibcghi

Public administration
-2-32---1-2414and defence
-%1%-%1%1%-%-%-%1%-%1%3%1%

cefgjl

328656547*7155Educational services
3%1%4%2%4%6%3%2%6%*%3%1%3%

cccackackc

Healthcare and social
313101811976420145120work
3%7%5%8%8%8%4%3%3%11%7%4%6%

deladefjl
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

Other community, social
and personal service

181630301621243418342713281activities
17%9%14%13%11%19%12%17%15%19%14%10%14%

kahkkahk

Private households with
---1------2-2employed persons
-%-%-%*%-%-%-%-%-%-%1%-%*%

Non-Governmental
2654*384536450Organisations (NGOs)
2%4%2%2%*%2%4%2%4%2%3%3%3%

hhhhh

**-21-------4Don't know
*%*%-%1%*%-%-%-%-%-%-%-%*%

*333-1---1-211Other answers
*%1%1%1%-%1%-%-%-%*%-%1%1%

878195853514779Net: Agriculture
7%4%4%8%3%7%3%1%5%*%2%5%4%

bceccbcefbcecce

712181814520191426157175Net: Manufacturing
7%7%9%7%9%5%11%10%12%14%8%6%9%

agagkl

244735-5133341Net: Utilities
2%2%2%3%2%4%-%3%1%2%2%2%2%

fdfff

81313161310171113171912159Net: Construction
7%7%6%7%9%9%9%5%11%10%10%9%8%

296758774726476929516029590Net: Distribution
26%37%28%32%32%24%25%36%25%28%31%23%30%

adfgadfg

6*861033*229958Net: Hospitality
5%*%4%2%6%3%2%*%1%1%4%7%3%

cekekcdefkekekcdefik

5108161341810111156116Net: Financial
5%5%4%7%9%4%9%5%1%6%8%4%6%

dddddgjdddd

446788774547817552697052767Net: Non-financial
40%36%43%32%30%43%42%39%45%38%36%41%38%

hihihhih

*333-1---1-211Net: Other
*%1%1%1%-%1%-%-%-%*%-%1%1%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Agriculture, hunting and
2232131179forestry

4%6%3%2%4%

aab

-----Fishing
-%-%-%-%-%

1-*12Mining and quarrying
*%-%*%*%*%

37375347173Manufacturing
7%7%11%9%9%

Electricity / Gas /
10156941Water supply

2%3%1%2%2%

33394048159Construction
7%8%8%10%8%

Wholesale and retail
trade: repair of motor

133132125123513vehicles / motor cycles
27%26%25%25%26%

141962058Hotels and restaurants
3%4%1%4%3%

bbb

Transportation storage
2118201877and communication

4%4%4%4%4%

Financial intermediation
23332832116and insurance

5%7%6%6%6%

Real estate, rental and
80348348244business
16%7%17%10%12%

acac

Public administration
251614and defence
*%1%*%1%1%

b

131816855Educational services
3%4%3%2%3%

Healthcare and social
26391639120work

5%8%3%8%6%

bb

Other community, social
and personal service

65677574281activities
13%13%15%15%14%

Private households with
-1-22employed persons
-%*%-%*%*%
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C1. To which industry does your organisation belong to?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Non-Governmental
137171350Organisations (NGOs)

3%1%3%3%3%

c

13--4Don't know
*%1%-%-%*%

63-211Other answers
1%1%-%*%1%

b

2232131179Net: Agriculture
4%6%3%2%4%

aab

38375347175Net: Manufacturing
8%7%11%9%9%

10156941Net: Utilities
2%3%1%2%2%

33394048159Net: Construction
7%8%8%10%8%

154151145140590Net: Distribution
31%30%29%28%30%

141962058Net: Hospitality
3%4%1%4%3%

bbb

23332832116Net: Financial
5%7%6%6%6%

199169208191767Net: Non-financial
40%34%42%38%38%

c

63-211Net: Other
1%1%-%*%1%

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

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

5134113491688494113317761825Head office
86%93%91%92%95%81%66%83%83%92%91%

eedddbcde

8311413711227164175Branch / local office
14%7%9%8%5%19%34%17%17%8%9%

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

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

8699901549137153175296155602481142101825Head office
94%94%90%91%94%92%91%90%90%89%90%95%90%91%

6610154914173218827723175Branch / local office
6%6%10%9%6%8%9%10%10%11%10%5%10%9%
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

-1825429139668510552533156**168741825Head office
-%100%94%91%89%91%89%90%98%**96%93%91%

baefghefh

175-2914682117573**75175Branch / local office
100%-%6%9%11%9%11%10%2%**4%7%9%

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

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

399256113310517201825Head office
92%91%91%94%91%91%

33261127169175Branch / local office
8%9%9%6%9%9%
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

267818740**431782************22415581825Head office
93%91%91%**93%91%************94%91%91%

198374**3172************15156175Branch / local office
7%9%9%**7%9%************6%9%9%
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********4111411197392670121370210741825Head office
**********82%91%93%92%91%90%91%90%91%

bbac

**********911785346312966120175Branch / local office
**********18%9%7%8%9%10%9%10%9%

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

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**133277371426**************6561825Head office
**93%91%91%88%**************91%91%

**10263756**************63175Branch / local office
**7%9%9%12%**************9%9%
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

4311702201605244**414**721701412731825Head office
82%91%93%91%87%**94%**92%93%93%89%91%

bc

91191815737**26**6121134175Branch / local office
18%9%7%9%13%**6%**8%7%7%11%9%

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

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1061020361218452**179151731825Head office
**86%90%88%95%90%**93%96%91%91%

a

**17113491150**1367175Branch / local office
**14%10%12%5%10%**7%4%9%9%

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

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**7119255056701029**138436484**986343061825Head office
**91%91%91%92%91%**90%90%92%**87%91%91%91%

**67874961103**154640**146229175Branch / local office
**9%9%9%8%9%**10%10%8%**13%9%9%9%
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********68787644692791993291825Head office
********91%91%97%98%93%90%89%91%

ab

********688221222140175Branch / local office
********9%9%3%2%7%10%11%9%

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

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

1465220**1449**39117091006177814161729137717111825Head office
92%92%**92%**89%91%89%91%91%91%91%91%91%

a

13419**134**49162123166143163137160175Branch / local office
8%8%**8%**11%9%11%9%9%9%9%9%9%

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

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

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

902923150894220328128619932583**3471825Head office
92%90%91%94%94%91%91%94%91%91%**90%91%

78971556143413012328**38175Branch / local office
8%10%9%6%6%9%9%6%9%9%**10%9%
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

1001711932141361011701691001741851141825Head office
91%93%93%88%91%92%89%88%86%97%95%90%91%

ddadefidefi

101215281392023176913175Branch / local office
9%7%7%12%9%8%11%12%14%3%5%10%9%

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

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

4634504404721825Head office
93%90%88%94%91%

bbc

37506028175Branch / local office
7%10%12%6%9%

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

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

5937123514665597143918291888Yes
100%100%100%97%92%99%99%100%99%94%94%

abaaaaaa

--*18601*-1111112No
-%-%*%3%8%1%1%-%1%6%6%

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

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

86100941608128160185307168652631212101888Yes
93%96%94%94%87%96%97%94%97%95%96%100%90%94%

aiiaiiaiaiaiadfijkm

656951976215312-23112No
7%4%6%6%13%4%3%6%3%5%4%-%10%6%

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

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

1691720443144672911355542157**166741888Yes
96%94%97%94%95%98%94%92%98%**95%94%94%

aeee

710515963834483**95112No
4%6%3%6%5%2%6%8%2%**5%6%6%

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

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

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

4072641182-18881888Yes
94%93%95%-%100%94%

b

241863112-112No
6%7%5%100%-%6%

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

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

283849756**441844************23916051888Yes
99%94%93%**96%94%************100%94%94%

abacij

25258**2110*************109112No
1%6%7%**4%6%*************%6%6%

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

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********4411951219399706127374111301888Yes
**********89%95%95%94%96%95%96%95%94%

bbee

**********663622627692763112No
**********11%5%5%6%4%5%4%5%6%

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

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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**138287386457**************6911888Yes
**97%94%95%95%**************96%94%

**5172225**************27112No
**3%6%5%5%**************4%6%
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

4612272261662268**425**781761492891888Yes
88%95%95%94%95%**97%**100%96%99%94%94%

baa

6621210013**14**-7218112No
12%5%5%6%5%**3%**-%4%1%6%6%

abd

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 6  (continuation)                                                                                                                                                     Page 116

C5. Do you have an internet connection in the location where your organisation is based?
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1171076390224480**186157751888Yes
**95%95%95%98%96%**97%99%95%94%

a

**65720522**514112No
**5%5%5%2%4%**3%1%5%6%

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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**7299575327051075**151460509**1116703181888Yes
**94%95%96%96%95%**98%95%97%**99%96%95%94%

a

**4955222657**32215**12618112No
**6%5%4%4%5%**2%5%3%**1%4%5%6%

c
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********70990746702942063491888Yes
********94%95%100%100%98%93%95%94%

bbab

********4651--71420112No
********6%5%-%-%2%7%5%6%

cdec
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Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

1516224**1494**42117701077183914881791144417731888Yes
95%93%**94%**95%95%95%95%95%95%95%95%94%

8316**90**2010052105721007099112No
5%7%**6%**5%5%5%5%5%5%5%5%6%
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

904984156795223346133020133891**3701888Yes
92%97%94%96%95%96%94%96%94%100%**96%94%

bb

7636964111685920-**15112No
8%3%6%4%5%4%6%4%6%-%**4%6%

aa
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

1021712012281341001821731171761831201888Yes
93%94%97%94%90%91%96%90%100%98%95%95%94%

egheeghlabefghijkl

812614149820-4107112No
7%6%3%6%10%9%4%10%-%2%5%5%6%

cddddcdjcdjdcdfjdd
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

4744634724791888Yes
95%93%94%96%94%

c

26372821112No
5%7%6%4%6%

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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

*-*-5*-**1111Marketing
*%-%*%-%1%*%-%1%*%1%1%

Customer Relationship
-----*-*-11Management
-%-%-%-%-%*%-%1%-%*%*%

1*4753*123437Customer Service
1%1%3%1%1%5%1%5%5%2%2%

aaaa

*---**-**34Procurement
*%-%-%-%*%1%-%1%*%*%*%

a

9151522101266373Finance / Accounts
15%3%4%3%3%16%18%14%16%3%4%

abcdaaaa

4191542**14143Operations
7%4%7%3%1%3%2%1%3%2%2%

abaaba

*--22**--77Facilities
1%-%-%*%*%1%6%-%-%*%*%

abce

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

Office Admin / Office
17741131102333920496529Management
29%20%34%25%14%55%49%70%50%26%26%

aabaaaabdea

Senior Management
(Managing Director,
Director, Business

2527623525551011811941204Owner)
42%73%50%66%76%17%13%5%21%62%60%

cecebceccbcde

2-*-2*--*99Sales
3%-%*%-%*%*%-%-%*%*%*%

ab

-----------Company Secretary
-%-%-%-%-%-%-%-%-%-%-%

General manager / site
*---3*-*-55manager
*%-%-%-%*%*%-%1%-%*%*%

-----*--*33Refused
-%-%-%-%-%*%-%-%*%*%*%

1---5----99Don't know
1%-%-%-%1%-%-%-%-%*%*%

b

*-2102121*16465Other answers
1%-%2%2%3%3%10%1%2%3%3%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

1118---42-3--11Marketing
2%1%1%*%-%-%-%1%1%-%1%-%-%1%

j

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

33130**57528*237Customer Service
3%3%1%2%*%*%3%2%3%3%3%*%1%2%

***2-2-*---*-4Procurement
*%*%*%*%-%1%-%*%-%-%-%*%-%*%

j

743595496112441373Finance / Accounts
8%4%3%3%4%3%5%2%7%3%1%3%6%4%

cfhjkcfc

*22392*6114*46443Operations
*%2%2%2%1%*%3%3%2%1%2%5%2%2%

mhmhmmhm

-*16---*232--7Facilities
-%*%1%*%-%-%-%*%1%4%1%-%-%*%

afghijklm

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

Office Admin / Office
282729444345053743615884252529Management
31%26%29%26%23%30%28%23%21%22%32%35%22%26%

efaefaef

Senior Management
(Managing Director,
Director, Business

49656010329810211420710443145681501204Owner)
53%61%60%61%67%61%59%63%60%63%53%56%65%60%

cmcmcmcm

*1*7-*-5----29Sales
1%1%*%*%-%*%-%1%-%-%-%-%1%*%

--------------Company Secretary
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

General manager / site
1--4--*---31-5manager
1%-%-%*%-%-%*%-%-%-%1%1%-%*%

---3-*----3--3Refused
-%-%-%*%-%*%-%-%-%-%1%-%-%*%

j

-11721----2-29Don't know
-%1%1%*%1%1%-%-%-%-%1%-%1%*%

21261464139313-765Other answers
2%*%2%4%3%4%2%4%5%4%5%-%3%3%

lllbllbll
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

47*115--6-**1-11Marketing
2%*%*%1%1%-%-%1%-%**1%-%1%

a

Customer Relationship
*1*11*---**--1Management
*%*%*%*%*%*%-%-%-%**-%-%*%

533112616*313-**5*37Customer Service
3%2%2%2%2%*%5%2%-%**3%*%2%

adgd

1313*--2-***-4Procurement
*%*%*%*%*%-%-%*%-%***%-%*%

h

27016571912*1213**14273Finance / Accounts
1%4%3%4%3%10%*%2%8%**8%3%4%

aefhefhefh

538123027--9***5143Operations
3%2%3%2%4%-%-%2%*%**3%1%2%

degd

16167----***-7Facilities
1%*%*%*%1%-%-%-%-%***%-%*%

e

---------**---Mailroom
-%-%-%-%-%-%-%-%-%**-%-%-%

Office Admin / Office
60469134394237381410651**4712529Management
34%26%29%26%31%33%25%18%32%**27%15%26%

aaeaeaeaeae

Senior Management
(Managing Director,
Director, Business

761128275930398643942887**99601204Owner)
44%62%60%60%52%56%67%73%55%**56%76%60%

bhbcdghbcdgh

63-97--2-***-9Sales
3%*%-%1%1%-%-%*%-%***%-%*%

a

---------**---Company Secretary
-%-%-%-%-%-%-%-%-%**-%-%-%

General manager / site
41*51--1-**-35manager
2%*%*%*%*%-%-%*%-%**-%3%*%

abdeh

-3-33*---**--3Refused
-%*%-%*%*%*%-%-%-%**-%-%*%

18366-1--**119Don't know
*%*%1%*%1%-%2%-%-%***%1%*%

eee
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

1154560401*109**4165Other answers
6%3%1%4%5%1%*%2%6%**2%1%3%

abee
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

317*1111Marketing
1%*%1%*%1%1%

Customer Relationship
*-1-11Management
*%-%*%-%*%*%

842523637Customer Service
2%1%2%1%2%2%

--4-44Procurement
-%-%*%-%*%*%

14949*7373Finance / Accounts
3%3%4%*%4%4%

61027-4343Operations
1%3%2%-%2%2%

*-7-77Facilities
*%-%1%-%*%*%

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

Office Admin / Office
93913379520529Management
22%32%27%8%28%26%

ccb

Senior Management
(Managing Director,
Director, Business

2921537279811071204Owner)
68%54%58%88%59%60%

aba

*18-99Sales
*%*%1%-%*%*%

------Company Secretary
-%-%-%-%-%-%

General manager / site
131-55manager
*%1%*%-%*%*%

a

--3-33Refused
-%-%*%-%*%*%

225189Don't know
*%1%*%1%*%*%

1194526365Other answers
3%3%4%2%3%3%
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

272***11************11011Marketing
1%1%*%***%1%************1%1%1%

Customer Relationship
*-1**-1*************11Management
*%-%*%**-%*%*************%*%*%

5239**236************43237Customer Service
2%3%1%**4%2%************1%2%2%

a

112**-4************134Procurement
*%*%*%**-%*%*************%*%*%

133822**271************116073Finance / Accounts
5%4%3%**5%4%************4%4%4%

101914**340************73343Operations
3%2%2%**6%2%************3%2%2%

ai

*52***7*************77Facilities
*%1%*%**1%*%*************%*%*%

---**--************---Mailroom
-%-%-%**-%-%************-%-%-%

Office Admin / Office
79272177**6523************73449529Management
28%30%22%**13%27%************31%26%26%

aacjcjcj

Senior Management
(Managing Director,
Director, Business

171489545**321173************13910341204Owner)
60%54%67%**68%60%************58%60%60%

bcabi

*45***9************-99Sales
*%*%1%***%*%************-%1%*%

---**--************---Company Secretary
-%-%-%**-%-%************-%-%-%

General manager / site
1-4**-5************145manager
*%-%*%**-%*%*************%*%*%

b

-*3**-3************-33Refused
-%*%*%**-%*%************-%*%*%

-54**-9************-99Don't know
-%1%*%**-%*%************-%1%*%

43823**164************26165Other answers
1%4%3%**3%3%************1%4%3%

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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********-672863511Marketing
**********-%1%1%*%1%*%*%*%1%

a

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

***********271971728122437Customer Service
***********%2%2%2%2%2%2%2%2%

***********33214444Procurement
**********1%*%*%1%*%*%*%*%*%

**********35056212254374773Finance / Accounts
**********6%4%4%5%3%4%5%4%4%

***********3428102435212743Operations
***********%3%2%2%3%3%3%2%2%

**********255437577Facilities
**********4%*%*%1%*%1%1%1%*%

a

**********---------Mailroom
**********-%-%-%-%-%-%-%-%-%

Office Admin / Office
**********19362341127181394212370529Management
**********39%29%27%30%25%29%28%31%26%

dddf

Senior Management
(Managing Director,
Director, Business

**********257117712444607554346521204Owner)
**********50%57%60%57%63%56%57%55%60%

acabc

**********-62*16569Sales
**********-%*%*%*%*%*%1%1%*%

**********---------Company Secretary
**********-%-%-%-%-%-%-%-%-%

General manager / site
***********13*11115manager
***********%*%*%*%*%*%*%*%*%

**********-*3--***3Refused
**********-%*%*%-%-%*%*%*%*%

**********-35613239Don't know
**********-%*%*%1%*%*%*%*%*%

abcdf

**********-493821549324865Other answers
**********-%4%3%1%2%4%4%4%3%

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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**31-3**************811Marketing
**2%*%-%1%**************1%1%

bc

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

**46810**************1637Customer Service
**3%2%2%2%**************2%2%

**112***************14Procurement
***%*%1%*%***************%*%

**12161610**************2273Finance / Accounts
**8%5%4%2%**************3%4%

aba

**28321**************2343Operations
**2%3%1%4%**************3%2%

b

***51***************37Facilities
***%2%*%*%***************%*%

a

**----**************--Mailroom
**-%-%-%-%**************-%-%

Office Admin / Office
**5611295128**************179529Management
**39%37%23%26%**************25%26%

abab

Senior Management
(Managing Director,
Director, Business

**62147258285**************4511204Owner)
**44%48%63%59%**************63%60%

cdcd

**-123**************19Sales
**-%*%*%1%***************%*%

**----**************--Company Secretary
**-%-%-%-%**************-%-%

General manager / site
***1--**************15manager
***%*%-%-%***************%*%

***---**************-3Refused
***%-%-%-%**************-%*%

**-121**************19Don't know
**-%*%*%*%***************%*%

**261922**************1565Other answers
**1%2%5%5%**************2%3%

cdcd
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Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-61102**6***3-411Marketing
-%*%*%1%1%**1%**1%2%-%1%1%

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

1274336**10**153637Customer Service
1%2%2%2%2%**2%**1%3%2%2%2%

*3*3*******-**4Procurement
*%*%*%*%*%***%***%-%*%*%*%

153136012**10**1241373Finance / Accounts
2%4%5%3%4%**2%**2%1%3%4%4%

3339347**17**5101843Operations
5%3%4%2%2%**4%**6%5%*%3%2%

bb

-7*71**2***-*37Facilities
-%1%*%*%*%***%***%-%*%1%*%

-----**-**-----Mailroom
-%-%-%-%-%**-%**-%-%-%-%-%

Office Admin / Office
123826146788**91**16493578529Management
22%30%26%27%31%**21%**20%27%23%26%26%

a

Senior Management
(Managing Director,
Director, Business

257301311073152**298**541111031841204Owner)
48%57%55%61%54%**68%**69%61%68%60%60%

c

5153***1***-**9Sales
9%*%2%*%*%***%***%-%*%*%*%

aa

-----**-**-----Company Secretary
-%-%-%-%-%**-%**-%-%-%-%-%

General manager / site
-114-**-**-1--5manager
-%*%*%*%-%**-%**-%*%-%-%*%

-*-3-**-**----3Refused
-%*%-%*%-%**-%**-%-%-%-%*%

-3-9-**1**---19Don't know
-%*%-%1%-%***%**-%-%-%*%*%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

742125411**4****4865Other answers
13%3%5%3%4%**1%***%*%3%3%3%

aacc
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

***4144**33-11Marketing
***%*%*%2%1%**2%2%-%1%

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

**3219412**43137Customer Service
**2%2%2%2%2%**2%2%2%2%

***31*****--4Procurement
***%*%*%*%*%***%-%-%*%

**64716913**56*73Finance / Accounts
**5%4%4%4%3%**3%4%*%4%

**326101113**96543Operations
**2%2%2%5%3%**5%4%7%2%

***73*3****-7Facilities
***%1%1%*%1%***%*%-%*%

**-----**----Mailroom
**-%-%-%-%-%**-%-%-%-%

Office Admin / Office
**2835111060122**524310529Management
**23%31%27%26%24%**27%27%13%26%

ca

Senior Management
(Managing Director,
Director, Business

**76624233135323**11590621204Owner)
**62%55%57%59%64%**60%57%78%60%

b

***541***-*-9Sales
***%*%1%*%*%**-%*%-%*%

**-----**----Company Secretary
**-%-%-%-%-%**-%-%-%-%

General manager / site
**-1*1-**---5manager
**-%*%*%*%-%**-%-%-%*%

**-*---**---3Refused
**-%*%-%-%-%**-%-%-%*%

**-31-1**---9Don't know
**-%*%*%-%*%**-%-%-%*%

**53923510**35*65Other answers
**4%3%6%2%2%**2%3%*%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**44835**346***3111Marketing
**1%*%1%*%*%**2%1%1%***%*%*%1%

a

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

**1819131123**51013**39837Customer Service
**2%2%2%2%2%**3%2%2%**3%1%2%2%

**33*33****1***3*4Procurement
***%*%*%*%*%***%*%*%***%*%*%*%

**4342163546**51219**6341273Finance / Accounts
**6%4%3%5%4%**3%3%4%**5%5%4%4%

**2028171827**91822**7201143Operations
**3%3%3%2%2%**6%4%4%**6%3%3%2%

**46357***32***537Facilities
***%1%1%1%1%***%1%*%***%1%1%*%

**-----**---**----Mailroom
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Office Admin / Office
**237283131205355**37108118**3019883529Management
**30%28%24%28%31%**24%22%23%**27%28%25%26%

c

Senior Management
(Managing Director,
Director, Business

**427583354418622**90314330**613912021204Owner)
**55%58%64%57%55%**59%65%63%**55%56%60%60%

ab

****1-***1*1**-539Sales
***%*%*%-%*%***%*%*%**-%1%1%*%

**-----**---**----Company Secretary
**-%-%-%-%-%**-%-%-%**-%-%-%-%

General manager / site
**11-11**--1**-1-5manager
***%*%-%*%*%**-%-%*%**-%*%-%*%

****-****---**-*-3Refused
***%*%-%*%*%**-%-%-%**-%*%-%*%

**33123**-1-**1219Don't know
***%*%*%*%*%**-%*%-%**1%*%*%*%

**1838112940**31112**4251265Other answers
**2%4%2%4%4%**2%2%2%**3%4%4%3%

c
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********46*-55511Marketing
********1%1%1%-%2%2%1%1%

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

********1815*172737Customer Service
********2%2%*%2%2%1%2%2%

********33--***4Procurement
*********%*%-%-%*%*%*%*%

********4238331051173Finance / Accounts
********6%4%6%5%3%2%3%4%

********1927261171143Operations
********3%3%5%9%4%3%3%2%

ab

********46**3337Facilities
*********%1%*%*%1%1%1%*%

********--------Mailroom
********-%-%-%-%-%-%-%-%

Office Admin / Office
********2302701116566086529Management
********30%28%24%23%19%27%23%26%

c

Senior Management
(Managing Director,
Director, Business

********41355429432051352341204Owner)
********55%58%63%62%68%61%63%60%

***********-**-9Sales
*********%*%*%-%*%*%-%*%

********--------Company Secretary
********-%-%-%-%-%-%-%-%

General manager / site
********11-----5manager
*********%*%-%-%-%-%-%*%

**********-----3Refused
*********%*%-%-%-%-%-%*%

********33----19Don't know
*********%*%-%-%-%-%*%*%

********1734--42965Other answers
********2%4%-%-%1%1%3%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

92**10**5115111011111111Marketing
1%1%**1%**1%1%*%1%1%1%1%1%1%

Customer Relationship
1-**1**-11111111Management
*%-%***%**-%*%*%*%*%*%*%*%*%

332**27**113424353436283437Customer Service
2%1%**2%**3%2%2%2%2%2%2%2%2%

3-**3***41434444Procurement
*%-%***%***%*%*%*%*%*%*%*%*%

578**51**176929704969596973Finance / Accounts
4%3%**3%**4%4%3%4%3%4%4%4%4%

337**33**124131433741344143Operations
2%3%**2%**3%2%3%2%2%2%2%2%2%

a

7***5**174757577Facilities
*%*%***%***%*%*%*%*%*%*%*%*%

--**-**---------Mailroom
-%-%**-%**-%-%-%-%-%-%-%-%-%

Office Admin / Office
43157**418**107497297506403501399495529Management

27%24%**26%**24%27%26%26%26%27%26%26%26%

Senior Management
(Managing Director,
Director, Business

956159**966**26911226911179945113289711221204Owner)
60%66%**61%**61%60%61%61%61%60%59%60%60%

2***2**173777779Sales
*%*%***%***%*%*%*%*%*%*%*%*%

--**-**---------Company Secretary
-%-%**-%**-%-%-%-%-%-%-%-%-%

General manager / site
4***4**-53555555manager
*%*%***%**-%*%*%*%*%*%*%*%*%

3-**3**-3-3*3333Refused
*%-%***%**-%*%-%*%*%*%*%*%*%

9-**9**497979599Don't know
1%-%**1%**1%*%1%*%*%*%*%*%*%

515**50**146232635365576565Other answers
3%2%**3%**3%3%3%3%3%3%4%3%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

9210*12814-**411Marketing
1%*%1%*%1%1%1%*%1%-%**1%1%

a

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

2993016131481**737Customer Service
3%1%2%1%3%*%2%2%2%1%**2%2%

ac

213-1*31*-***4Procurement
*%*%*%-%*%*%*%*%*%-%***%*%

2349582122149379**1473Finance / Accounts
2%5%3%2%5%6%3%2%2%10%**4%4%

babb

1726234164299113**1443Operations
2%3%1%4%7%1%2%4%3%3%**4%2%

ccbc

346***61*-***7Facilities
*%*%*%*%*%*%*%*%*%-%***%*%

----------**--Mailroom
-%-%-%-%-%-%-%-%-%-%**-%-%

Office Admin / Office
2342954652339109367518524**92529Management

24%29%28%23%17%30%26%24%24%27%**24%26%

ba

Senior Management
(Managing Director,
Director, Business

6215839846815020885213622251**2341204Owner)
63%57%59%69%64%57%60%64%62%56%**61%60%

a

368-152243**69Sales
*%1%1%-%*%1%*%1%1%3%**2%*%

bb

----------**--Company Secretary
-%-%-%-%-%-%-%-%-%-%**-%-%

General manager / site
415---5-1-**15manager
*%*%*%-%-%-%*%-%*%-%***%*%

3-3--*3---**-3Refused
*%-%*%-%-%*%*%-%-%-%**-%*%

728-1441--**-9Don't know
1%*%1%-%*%1%*%*%-%-%**-%*%

244258*7755414-**1265Other answers
2%4%3%*%3%2%4%2%4%-%**3%3%

b
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

**--3*2*32--11Marketing
*%*%-%-%2%*%1%*%2%1%-%-%1%

j

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

153123*224*4*37Customer Service
1%3%1%5%2%*%1%1%3%*%2%*%2%

aaceglac

-----*3***--4Procurement
-%-%-%-%-%*%1%*%*%*%-%-%*%

541397451684773Finance / Accounts
4%2%6%4%5%4%3%1%5%4%2%5%4%

ebeeeeee

1359311593*243Operations
1%1%3%4%2%*%*%3%8%2%*%2%2%

bbfgbabcefghjkl

13---****--27Facilities
1%2%-%-%-%*%*%*%*%-%-%1%*%

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

Office Admin / Office
375765662729564831294540529Management
33%31%31%27%18%26%29%25%26%16%23%31%26%

bchchchccchccch

Senior Management
(Managing Director,
Director, Business

601011091281006711713160126134721204Owner)
55%55%52%53%67%61%61%68%51%70%69%57%60%

dijkladijkladijkladijkl

2--3-22-----9Sales
2%-%-%1%-%2%1%-%-%-%-%-%*%

-------------Company Secretary
-%-%-%-%-%-%-%-%-%-%-%-%-%

General manager / site
--13-*------5manager
-%-%1%1%-%*%-%-%-%-%-%-%*%

---3--*-----3Refused
-%-%-%1%-%-%*%-%-%-%-%-%*%

--142----2--9Don't know
-%-%1%2%1%-%-%-%-%1%-%-%*%

210855623497565Other answers
2%6%4%2%3%5%1%1%4%5%3%4%3%

efff
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

135211Marketing
*%1%1%*%1%

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

9169537Customer Service
2%3%2%1%2%

a

-*3*4Procurement
-%*%1%*%*%

2220121873Finance / Accounts
4%4%2%4%4%

91216543Operations
2%2%3%1%2%

a

4*127Facilities
1%*%*%*%*%

c

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

Office Admin / Office
159122135113529Management

32%24%27%23%26%

ac

Senior Management
(Managing Director,
Director, Business

2702953083321204Owner)
54%59%62%66%60%

dcd

252-9Sales
*%1%*%-%*%

a

-----Company Secretary
-%-%-%-%-%

General manager / site
13--5manager
*%1%-%-%*%

-3*-3Refused
-%1%*%-%*%

16-29Don't know
*%1%-%*%*%

b

201692065Other answers
4%3%2%4%3%

bb
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d

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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

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

38287633945136492412091245service delivery
65%77%61%64%62%61%61%64%60%62%62%

ac

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

13217731038*26275283not core to our business
22%6%14%14%14%13%6%14%14%14%14%

abd

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

8630109166152310416431not function without it)
13%17%24%21%23%25%33%20%26%21%22%

eea

--*106*-**4141Don't Know
-%-%*%2%1%1%-%2%1%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

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

5965591063969311918612747155811591245service delivery
64%62%59%62%66%56%62%57%73%69%57%67%68%62%

cfhjklcfh

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

149182412028315323*491819283not core to our business
15%9%18%14%14%17%16%16%13%1%18%15%8%14%

adldadladldadladladldadld

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

182923361294237852019602246431not function without it)
19%28%23%21%20%25%19%26%11%28%22%18%20%22%

eejmeeeeee

12*3814454210-941Don't Know
1%2%*%2%1%3%2%1%2%3%4%-%4%2%

kk
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

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

11211332959505275347317120**102421245service delivery
64%62%64%62%69%46%80%54%75%**58%53%62%

abegabegabegaegg

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

26256612221092918618**2711283not core to our business
15%14%13%14%14%25%1%15%11%**15%14%14%

cfbcdefhcfcfcfcf

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

333999733412232916820**4025431not function without it)
19%22%21%22%16%28%16%28%13%**23%31%22%

dhdfhdhdfh

437437912192**6141Don't Know
2%2%1%2%1%1%4%3%1%**4%2%2%

bhh
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

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

--12456311821245service delivery
-%-%100%56%63%62%

bc

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

-283-18264283not core to our business
-%100%-%16%14%14%

ac

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

431--24407431not function without it)
100%-%-%21%22%22%

ab

---63541Don't Know
-%-%-%6%2%2%

a
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

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

80505660**61239************7411651245service delivery
28%56%81%**13%63%************31%68%62%

cbcbcjcjbcij

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

5016963**6277************44232283not core to our business
18%19%8%**13%14%************18%14%14%

aaai

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

15121070**34397************117280431not function without it)
53%23%9%**74%20%************49%16%22%

abaabiaabiai

41621**-41************43741Don't Know
2%2%3%**-%2%************2%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

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

**********227677372143358033787351245service delivery
**********44%61%57%50%46%60%49%62%62%

bbbdebdebdef

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

**********1219120776118209143183283not core to our business
**********24%15%16%18%16%16%19%15%14%

c

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

**********16280323133265310235259431not function without it)
**********32%22%25%31%36%23%31%22%22%

aaacfabcfacf

***********201531520121641Don't Know
***********%2%1%1%2%2%2%1%2%

e
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

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

**45159237363**************3341245service delivery
**31%52%58%75%**************47%62%

ddbcd

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

**25657246**************114283not core to our business
**17%21%18%10%**************16%14%

aaa

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

**72788868**************255431not function without it)
**50%26%22%14%**************36%22%

abcaa

**12125**************1541Don't Know
**1%1%3%1%**************2%2%

c
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

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

407631261119163**168**1166631951245service delivery
75%59%53%64%58%**38%**15%36%42%63%62%

abaddbcd

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

22062825442**72**9293741283not core to our business
4%16%12%14%15%**16%**11%16%24%13%14%

bad

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

93017735472**188**54854966431not function without it)
18%23%32%20%26%**43%**69%46%32%21%22%

acabcaba

1197344**11**422641Don't Know
3%1%3%2%1%**2%**5%1%2%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

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

**50698207100235**8173171245service delivery
**41%62%50%44%47%**42%46%21%62%

acca

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

**35176843779**442517283not core to our business
**29%16%21%16%16%**23%16%21%14%

abb

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

**3324411185180**665943431not function without it)
**27%22%27%37%36%**34%37%54%22%

bb

**514877**11341Don't Know
**4%1%2%3%1%***%1%4%2%

b
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

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

**435604253353687**43218220**423481421245service delivery
**56%60%46%48%61%**28%45%42%**38%50%42%62%

bcccac

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

**13716291140177**347990**3112870283not core to our business
**18%16%16%19%16%**22%16%17%**28%18%21%14%

ab

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

**197231202226251**73176199**38211118431not function without it)
**25%23%36%31%22%**48%37%38%**34%30%35%22%

abaab

**91481116**4914**110641Don't Know
**1%1%2%1%1%**2%2%3%**1%1%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

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

********4245801315126931781245service delivery
********56%61%29%22%42%42%48%62%

ddde

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

********1311471113563962283not core to our business
********17%15%25%18%19%18%17%14%

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

********188215213811388123431not function without it)
********25%22%45%54%37%40%33%22%

abc

********11161471641Don't Know
********2%2%1%5%2%*%2%2%

bb
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

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

1042103**994**21811536631207929116790511561245service delivery
65%43%**63%**49%62%59%62%60%62%60%62%62%

acc

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

22043**230**89275179274226277232274283not core to our business
14%18%**15%**20%15%16%14%15%15%15%15%14%

ab

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

30789**331**119407262423373408346403431not function without it)
19%37%**21%**27%22%23%22%24%22%23%22%22%

bb

305**28**143525403139323841Don't Know
2%2%**2%**3%2%2%2%2%2%2%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

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

573673111238952639245017344**1851245service delivery
58%66%67%38%40%73%65%24%48%48%**48%62%

bababa

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

13614622820345119338668**66283not core to our business
14%14%14%20%15%14%14%18%18%9%**17%14%

a

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

25018129342954326911711137**127431not function without it)
25%18%18%42%40%12%19%56%31%41%**33%22%

acccbc

221930*11429682**741Don't Know
2%2%2%*%5%1%2%3%2%2%**2%2%

bc
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

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

65112115158896412912588105118781245service delivery
60%61%56%65%60%59%67%65%75%59%61%61%62%

jabceghjkl

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

232637352314302713262010283not core to our business
21%14%18%14%15%13%16%14%11%14%10%8%14%

abdaaa

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

203754443131303614455139431not function without it)
18%20%26%18%21%29%16%19%12%25%26%30%22%

ddfddefildfdfdefikl

28167-24245*41Don't Know
2%4%1%2%4%-%1%2%2%2%3%*%2%

agjgagjg
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

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

2923113413011245service delivery
58%62%68%60%62%

acd

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

85717056283not core to our business
17%14%14%11%14%

a

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

11110680134431not function without it)
22%21%16%27%22%

bbbc

11128941Don't Know
2%2%2%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

9314412210127127136Yes
15%9%11%8%3%16%16%13%17%7%7%

abaaaaaaa

4933109486695454103117781823No
83%90%88%91%96%75%65%71%78%92%91%

ebcdedbcde

1115851223641Don't know
2%2%1%1%1%9%19%16%4%2%2%

ababeabea
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

667117715161911621813136Yes
7%6%7%7%5%9%8%6%6%8%8%7%6%7%

8296921553138149172297156622531102161823No
89%91%92%91%94%89%90%91%90%91%92%91%93%91%

43134234126*12441Don't know
4%2%1%2%1%2%2%4%4%*%*%2%2%2%

ckckck
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

11125281084753565**134136Yes
6%7%6%7%6%4%6%10%3%**7%5%7%

dh

1491673418140470110754526152**159751823No
85%92%91%91%91%93%93%89%95%**91%95%91%

be

15261129204183**3*41Don't know
8%1%2%2%3%3%2%1%2%**2%*%2%

a
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

8117355131136Yes
19%6%3%5%7%7%

aba

331259119510617171823No
77%92%96%95%91%91%

cbc

19715*4041Don't know
4%2%1%*%2%2%

a
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

803621**30106************4956136Yes
28%4%3%**65%5%************21%3%7%

ababiaabiai

201838784**161807************18516221823No
70%93%96%**34%93%************77%95%91%

cbcbcjcjbcij

5288***41************53641Don't know
2%3%1%**1%2%************2%2%2%

a
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********6751094795876873136Yes
**********12%6%9%11%13%6%9%6%7%

aacacabcfac

**********4211541146362626122367910901823No
**********83%92%89%85%85%91%88%91%91%

bcdebdebde

**********32926171232213141Don't know
**********5%2%2%4%2%2%3%3%2%

df
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**30132816**************87136Yes
**21%4%7%3%**************12%7%

abca

**106283373455**************6201823No
**75%93%91%94%**************86%91%

ddd

**68711**************1241Don't know
**4%3%2%2%**************2%2%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

681429416**78**38241313136Yes
11%6%18%5%6%**18%**49%13%9%4%7%

acabca

4411791881635260**354**391521362911823No
84%91%79%93%93%**80%**50%83%90%95%91%

bbaddcd

3308325**7**162441Don't know
5%2%4%2%2%**2%**1%3%1%1%2%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1770314745**282920136Yes
**14%6%7%21%9%**15%19%25%7%

aba

**1021033365176450**156125601823No
**83%91%89%77%90%**82%79%75%91%

ccb

**4301467**73*41Don't know
**3%3%3%3%1%**4%2%*%2%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**5759556470**345471**196227136Yes
**7%6%10%9%6%**22%11%14%**17%9%8%7%

aaabab

**7009294926491034**115423441**906142991823No
**90%92%89%89%91%**75%88%84%**80%88%89%91%

cccc

**212471828**4511**3211041Don't know
**3%2%1%2%2%**3%1%2%**3%3%3%2%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********5259617341823136Yes
********7%6%13%25%11%8%6%7%

aabca

********68287838522631983421823No
********90%92%84%74%87%90%93%91%

ddcde

********21211134441Don't know
********3%2%3%1%1%2%1%2%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

8528**95**5613181135116131104131136Yes
5%12%**6%**13%7%7%7%7%7%7%7%7%

baab

1482208**1455**37317001020177014091721137617021823No
93%87%**92%**85%91%90%91%90%91%91%91%91%

acc

323**34**123927393539343941Don't know
2%1%**2%**3%2%2%2%2%2%2%2%2%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

77598213411079485518**61136Yes
8%6%5%13%18%3%6%23%15%20%**16%7%

cccbc

886937154784189342131515429567**3141823No
90%92%93%85%81%94%93%73%83%74%**81%91%

abaa

172434241022976**1041Don't know
2%2%2%2%2%3%2%4%2%6%**3%2%

bb
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

517181788591491611136Yes
5%9%9%7%5%7%3%5%12%5%8%8%7%

ffcefhlff

103163186215139981761831011681761151823No
94%89%90%89%93%89%93%95%86%94%91%91%91%

dddgd

22392491231141Don't know
2%1%1%4%1%4%5%1%2%2%1%1%2%

bebeabe
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

41332835136Yes
8%7%6%7%7%

4524514604591823No
90%90%92%92%91%

71612641Don't know
1%3%2%1%2%

a
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C8. Do you have an Account Manager with your postal services provider?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

Under £10
(under £120

1443819737610127803813pa)                 (5)
24%11%31%37%52%17%11%17%18%41%41%

dddebcdebcde

£10 - £24
(£120 - £299

853110215811128417428pa)                (17)
14%14%25%19%22%18%10%12%21%22%21%

eeccd

£25 - £49
(£300 - £599

11811769310136263273pa)                (37)
18%22%9%14%13%17%11%23%15%14%14%

cca

£50 - £99
(£600 - £1,199

571364388125192200pa)                (75)
8%18%11%12%5%13%15%13%13%10%10%

aeaaa

£100 - £199
(£1,200 - £2

691129306115110117,399 pa)          (150)
11%24%9%5%4%11%11%8%12%6%6%

ababceaaa

£200 - £499
(£2,400 - 5

817262081258088,999 pa)          (350)
14%3%6%5%3%13%15%18%11%4%4%

abcdaaaa

£500 - £999
(£6,000 - £11

2241483*123235,999 pa)          (750)
3%6%3%3%1%5%6%5%4%2%2%

aaaaa

£1,000 - £1
,999 (£12,000

3*58-21*12324- £23,999 pa)    (1500)
4%*%4%2%-%3%8%3%2%1%1%

aaaaabe

£2,000 - £2
,999 (£24,000

**-821*-*1011- £35,999 pa)    (2500)
1%*%-%2%*%2%6%-%1%1%1%

aaabce

£3,000 - £4
,999 (£36,000

**12-*-**55- £59,999 pa)    (4000)
*%*%1%*%-%1%-%1%1%*%*%

a
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

£5,000 - £7
,499 (£60,000

*----1-**-1- £89,999 pa)    (6250)
*%-%-%-%-%1%-%1%1%-%*%

aaa

£7,500 - £9
,999 (£90,000

------------ £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

-*1--**--11- £179,999 pa)  (12500)
-%*%1%-%-%*%1%-%-%*%*%

aba

£15,000 - £19
,999 (£180,000

*----*--*-*- £239,999 pa)  (17500)
*%-%-%-%-%*%-%-%*%-%*%

£20,000 - £24
,999 (£240,000

1-*--**-*12- £299,999 pa)  (22500)
2%-%*%-%-%1%3%-%*%*%*%

abaab

£25,000 - £29
,999 (£300,000

------------ £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

*--2-*--*22- £479,999 pa)  (35000)
*%-%-%*%-%*%-%-%*%*%*%

£40,000 - £49
,999 (£480,000

------------ £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

------------ £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

*----**---*pa)             (87500)
*%-%-%-%-%*%1%-%-%-%*%

ab

£100,000 -
£299,999 (£1
,200,000 - £3

-----------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-----------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%

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

38249444066639392716751714Net: <£100
64%66%76%83%92%65%48%65%68%86%86%

edebcdedddbcde

Net: £100
1612227058172411222239-<£1000
27%33%18%13%8%29%33%31%27%11%12%

ababcaaaaaa

Net: £1000
3*619231*13840-<£5000
5%1%5%4%*%5%14%3%4%2%2%

aaaaabce

Net: £5000
*----1-**-1-<£10,000
*%-%-%-%-%1%-%1%1%-%*%

aaa

Net: £10,000 -
1*1--1*-*23<£25,000
3%*%1%-%-%1%4%-%1%*%*%

ababaabce

Net: £25,000
*--2-*--*22<£50,000
*%-%-%*%-%*%-%-%*%*%*%

Net: £50,000 -
*----**---*<£100,000
*%-%-%-%-%*%1%-%-%-%*%

ab

-----------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%

2*12-1**156Net: £5,000+
3%*%1%*%-%2%6%1%2%*%*%

abaaaa

5937124531726607144019402000Answered
985.11169.90331.98289.9445.86647.422507.96247.32468.93156.08170.82Mean

abaaaaabea
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

Under £10
(under £120

38414169462747612756409651112813pa)                 (5)
41%39%41%41%42%44%40%39%33%59%35%42%48%41%

cefgjklmce

£10 - £24
(£120 - £299

181918373282647885011542743428pa)                (17)
20%18%18%22%19%15%25%27%29%16%20%22%18%21%

hklahkl

£25 - £49
(£300 - £599

16161622624242434173591130273pa)                (37)
17%15%16%13%16%14%12%10%10%5%22%9%13%14%

dfddabdefgj

£50 - £99
(£600 - £1,199

10181315811151838195241116200pa)                (75)
11%17%13%9%8%9%10%12%11%7%9%9%7%10%

acghijma

£100 - £199
(£1,200 - £2

625104121091816415119117,399 pa)          (150)
6%2%5%6%8%6%5%6%9%6%5%9%4%6%

lllll

£200 - £499
(£2,400 - 5

367714981411-165488,999 pa)          (350)
4%6%7%4%3%6%4%4%6%-%6%4%2%4%

aaaa

£500 - £999
(£6,000 - £11

11*332725--511135,999 pa)          (750)
1%1%*%2%2%4%1%1%-%-%2%1%5%2%

kekmejklm

£1,000 - £1
,999 (£12,000

*11232*432333424- £23,999 pa)    (1500)
*%1%1%1%2%*%2%1%1%4%1%3%2%1%

hklmm

£2,000 - £2
,999 (£24,000

**-10*--2*-3-411- £35,999 pa)    (2500)
*%*%-%1%*%-%-%1%*%-%1%-%2%1%

k

£3,000 - £4
,999 (£36,000

-*-5-31-1----5- £59,999 pa)    (4000)
-%*%-%*%-%2%1%-%1%-%-%-%-%*%

j

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 10  (continuation)                                                                                                                                                    Page 174

QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

£5,000 - £7
,499 (£60,000

-***----*--*-1- £89,999 pa)    (6250)
-%*%*%*%-%-%-%-%*%-%-%*%-%*%

£7,500 - £9
,999 (£90,000

--------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

*--1--1------1- £179,999 pa)  (12500)
*%-%-%*%-%-%1%-%-%-%-%-%-%*%

£15,000 - £19
,999 (£180,000

-*-----------*- £239,999 pa)  (17500)
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

£20,000 - £24
,999 (£240,000

---2--1-*--*-2- £299,999 pa)  (22500)
-%-%-%*%-%-%1%-%*%-%-%*%-%*%

£25,000 - £29
,999 (£300,000

--------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

---2-----2*--2- £479,999 pa)  (35000)
-%-%-%*%-%-%-%-%-%3%*%-%-%*%

acefghjklm

£40,000 - £49
,999 (£480,000

--------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

--------------- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

---*---*-----*pa)             (87500)
-%-%-%*%-%-%-%*%-%-%-%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

--------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

829488145112513816528714259233992011714Net: <£100
89%89%88%85%86%83%86%87%82%87%85%82%86%86%

Net: £100
9101120819261936274361824239-<£1000

10%10%11%12%13%16%10%11%16%6%13%15%10%12%

Net: £1000
1113833553363840-<£5000
1%1%1%2%2%2%3%1%2%4%2%3%3%2%

kmkm

Net: £5000
-***----*--*-1-<£10,000
-%*%*%*%-%-%-%-%*%-%-%*%-%*%

Net: £10,000 -
**-3--2-*--*-3<£25,000
*%*%-%*%-%-%1%-%*%-%-%*%-%*%

j

Net: £25,000
---2-----2*--2<£50,000
-%-%-%*%-%-%-%-%-%3%*%-%-%*%

acefghjklm

Net: £50,000 -
---*---*-----*<£100,000
-%-%-%*%-%-%-%*%-%-%-%-%-%*%

--------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***6--2**2**-6Net: £5,000+
*%*%*%*%-%-%1%*%*%3%*%*%-%*%

acfhjklm

921051001703147167192328173682751212332000Answered
71.0798.9065.64186.8181.46137.93327.61106.86135.871218.87116.64132.98132.08170.82Mean

acfjklmk
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

Under £10
(under £120

74740201612346284020580**6137813pa)                 (5)
42%41%44%40%45%24%68%35%50%**35%47%41%

begabcdeghgbegeg

£10 - £24
(£120 - £299

34394103325184241211441**1920428pa)                (17)
20%22%22%21%24%20%21%19%26%**11%26%21%

bebbbbbeb

£25 - £49
(£300 - £599

3024360213892429424**2210273pa)                (37)
17%13%13%14%12%21%4%16%15%**13%13%14%

ffhfhfff

£50 - £99
(£600 - £1,199

181824415677133616**295200pa)                (75)
10%10%9%10%10%11%5%10%4%**17%7%10%

dcddacdefh

£100 - £199
(£1,200 - £2

611118992914*464**121117,399 pa)          (150)
3%6%4%6%4%12%*%8%3%**7%2%6%

badfhadfhadfhf

£200 - £499
(£2,400 - 5

78118692271334**17288,999 pa)          (350)
4%4%4%5%3%6%2%6%2%**9%3%4%

hdfh

£500 - £999
(£6,000 - £11

332112375-14***6235,999 pa)          (750)
2%2%3%2%1%4%-%2%*%**3%3%2%

dhhdh

£1,000 - £1
,999 (£12,000

*242227*-11-**6-24- £23,999 pa)    (1500)
*%1%*%1%1%*%-%2%-%**3%-%1%

dh

£2,000 - £2
,999 (£24,000

*11*1132-5-**1*11- £35,999 pa)    (2500)
*%1%*%1%*%2%-%1%-%**1%1%1%

£3,000 - £4
,999 (£36,000

23-5---5-***-5- £59,999 pa)    (4000)
1%*%-%*%-%-%-%1%-%***%-%*%

ah
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

£5,000 - £7
,499 (£60,000

-1**---*-***-1- £89,999 pa)    (6250)
-%*%*%*%-%-%-%*%-%***%-%*%

£7,500 - £9
,999 (£90,000

---------**---- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%**-%-%-%

£10,000 - £14
,999 (£120,000

-1-1*----**1-1- £179,999 pa)  (12500)
-%*%-%*%*%-%-%-%-%**1%-%*%

h

£15,000 - £19
,999 (£180,000

*-*----*-**--*- £239,999 pa)  (17500)
*%-%*%-%-%-%-%*%-%**-%-%*%

£20,000 - £24
,999 (£240,000

-2*1---1-***-2- £299,999 pa)  (22500)
-%*%*%*%-%-%-%*%-%***%-%*%

£25,000 - £29
,999 (£300,000

---------**---- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%**-%-%-%

£30,000 - £39
,999 (£360,000

-2-22--*-**--2- £479,999 pa)  (35000)
-%*%-%*%*%-%-%*%-%**-%-%*%

£40,000 - £49
,999 (£480,000

---------**---- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%**-%-%-%

£50,000 - £74
,999 (£600,000

---------**---- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%**-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-**-*----**--*pa)             (87500)
-%*%*%-%*%-%-%-%-%**-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

---------**---,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%**-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

---------**---,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%**-%-%-%

£500,000+ (£6
---------**---,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%**-%-%-%

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

156155840813076968857474151**132731714Net: <£100
89%85%89%85%91%76%98%80%95%**75%92%86%

abegbcegbcegbeg

Net: £100
152244819258251948**356239-<£1000

9%12%10%12%8%22%2%16%5%**20%7%12%

adfhadfhdfhadfh

Net: £1000
337238102-20-**7*40-<£5000
2%2%*%2%1%2%-%3%-%**4%1%2%

bdhdh

Net: £5000
-1**---*-***-1-<£10,000
-%*%*%*%-%-%-%*%-%***%-%*%

Net: £10,000 -
*3*3*--1-**1-3<£25,000
*%*%*%*%*%-%-%*%-%**1%-%*%

h

Net: £25,000
-2-22--*-**--2<£50,000
-%*%-%*%*%-%-%*%-%**-%-%*%

Net: £50,000 -
-**-*----**--*<£100,000
-%*%*%-%*%-%-%-%-%**-%-%*%

---------**---Net: >£100,000
-%-%-%-%-%-%-%-%-%**-%-%-%

*6*52--2-**1-6Net: £5,000+
*%*%*%*%*%-%-%*%-%**1%-%*%

1751825458154276711658590159**175792000Answered
119.60175.7494.93193.37178.30131.1519.91213.2028.16**278.0763.54170.82Mean

dfd
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

Under £10
(under £120

706366058756813pa)                 (5)
16%22%53%52%40%41%

cbca

£10 - £24
(£120 - £299

777527037391428pa)                (17)
18%27%22%33%21%21%

ca

£25 - £49
(£300 - £599

774314812261273pa)                (37)
18%15%12%11%14%14%

a

£50 - £99
(£600 - £1,199

5751872197200pa)                (75)
13%18%7%2%10%10%

aab

£100 - £199
(£1,200 - £2

442449*116117,399 pa)          (150)
10%8%4%*%6%6%

aab

£200 - £499
(£2,400 - 5

491223-8888,999 pa)          (350)
11%4%2%-%5%4%

abab

£500 - £999
(£6,000 - £11

2492-3535,999 pa)          (750)
6%3%*%-%2%2%

aa

£1,000 - £1
,999 (£12,000

161622224- £23,999 pa)    (1500)
4%1%*%2%1%1%

ab

£2,000 - £2
,999 (£24,000

92--1111- £35,999 pa)    (2500)
2%1%-%-%1%1%

aa

£3,000 - £4
,999 (£36,000

32--55- £59,999 pa)    (4000)
1%1%-%-%*%*%

aa
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

£5,000 - £7
,499 (£60,000

**--11- £89,999 pa)    (6250)
*%*%-%-%*%*%

£7,500 - £9
,999 (£90,000

------- £119,999 pa)   (8750)
-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

1---11- £179,999 pa)  (12500)
*%-%-%-%*%*%

£15,000 - £19
,999 (£180,000

*---**- £239,999 pa)  (17500)
*%-%-%-%*%*%

£20,000 - £24
,999 (£240,000

2---22- £299,999 pa)  (22500)
*%-%-%-%*%*%

a

£25,000 - £29
,999 (£300,000

------- £359,999 pa)  (27500)
-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

2---22- £479,999 pa)  (35000)
1%-%-%-%*%*%

a

£40,000 - £49
,999 (£480,000

------- £599,999 pa)  (45000)
-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

------- £899,999 pa)  (62500)
-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

*---**pa)             (87500)
*%-%-%-%*%*%

£100,000 -
£299,999 (£1
,200,000 - £3

------,599,999 pa)   (200000)
-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

------,999,999 pa)   (400000)
-%-%-%-%-%-%

£500,000+ (£6
------,000,000+ pa)  (600000)
-%-%-%-%-%-%

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

280232116510916051714Net: <£100
65%82%94%98%85%86%

cbca

Net: £100
1174474*239239-<£1000

27%16%6%*%13%12%

abab

Net: £1000
286623840-<£5000

7%2%*%2%2%2%

aba

Net: £5000
**--11-<£10,000
*%*%-%-%*%*%

Net: £10,000 -
3---33<£25,000
1%-%-%-%*%*%

a

Net: £25,000
2---22<£50,000
1%-%-%-%*%*%

a

Net: £50,000 -
*---**<£100,000
*%-%-%-%*%*%

------Net: >£100,000
-%-%-%-%-%-%

6*--66Net: £5,000+
1%*%-%-%*%*%

a

431283124511218882000Answered
591.38135.8537.0241.60178.46170.82Mean

aba
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

Under £10
(under £120

--813**-813************-813813pa)                 (5)
-%-%100%**-%42%************-%47%41%

bcbcjbcij

£10 - £24
(£120 - £299

-428-**-428************-428428pa)                (17)
-%48%-%**-%22%************-%25%21%

acbcjbcij

£25 - £49
(£300 - £599

-273-**-273************-273273pa)                (37)
-%30%-%**-%14%************-%16%14%

acbcjbcj

£50 - £99
(£600 - £1,199

-200-**-200************-200200pa)                (75)
-%22%-%**-%10%************-%12%10%

acbcjbcj

£100 - £199
(£1,200 - £2

117--**-117************117-117,399 pa)          (150)
41%-%-%**-%6%************49%-%6%

abaacij

£200 - £499
(£2,400 - 5

88--**-88************88-88,999 pa)          (350)
31%-%-%**-%4%************37%-%4%

abaacij

£500 - £999
(£6,000 - £11

35--**-35************35-35,999 pa)          (750)
12%-%-%**-%2%************15%-%2%

abaacij

£1,000 - £1
,999 (£12,000

24--**24-************--24- £23,999 pa)    (1500)
8%-%-%**52%-%************-%-%1%

ababiabi

£2,000 - £2
,999 (£24,000

11--**11-************--11- £35,999 pa)    (2500)
4%-%-%**24%-%************-%-%1%

ababiabi

£3,000 - £4
,999 (£36,000

5--**5-************--5- £59,999 pa)    (4000)
2%-%-%**11%-%************-%-%*%

ababiabi
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

£5,000 - £7
,499 (£60,000

1--**1-************--1- £89,999 pa)    (6250)
*%-%-%**1%-%************-%-%*%

ai

£7,500 - £9
,999 (£90,000

---**--************---- £119,999 pa)   (8750)
-%-%-%**-%-%************-%-%-%

£10,000 - £14
,999 (£120,000

1--**1-************--1- £179,999 pa)  (12500)
*%-%-%**3%-%************-%-%*%

babi

£15,000 - £19
,999 (£180,000

*--***-************--*- £239,999 pa)  (17500)
*%-%-%***%-%************-%-%*%

£20,000 - £24
,999 (£240,000

2--**2-************--2- £299,999 pa)  (22500)
1%-%-%**3%-%************-%-%*%

babi

£25,000 - £29
,999 (£300,000

---**--************---- £359,999 pa)  (27500)
-%-%-%**-%-%************-%-%-%

£30,000 - £39
,999 (£360,000

2--**2-************--2- £479,999 pa)  (35000)
1%-%-%**5%-%************-%-%*%

ababi

£40,000 - £49
,999 (£480,000

---**--************---- £599,999 pa)  (45000)
-%-%-%**-%-%************-%-%-%

£50,000 - £74
,999 (£600,000

---**--************---- £899,999 pa)  (62500)
-%-%-%**-%-%************-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

*--***-************--*pa)             (87500)
*%-%-%***%-%************-%-%*%

i

£100,000 -
£299,999 (£1
,200,000 - £3

---**--************---,599,999 pa)   (200000)
-%-%-%**-%-%************-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

---**--************---,999,999 pa)   (400000)
-%-%-%**-%-%************-%-%-%

£500,000+ (£6
---**--************---,000,000+ pa)  (600000)
-%-%-%**-%-%************-%-%-%

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

-901813**-1714************-17141714Net: <£100
-%100%100%**-%88%************-%100%86%

ccbcjbcij

Net: £100
239--**-239************239-239-<£1000

84%-%-%**-%12%************100%-%12%

abacjacij

Net: £1000
40--**40-************--40-<£5000
14%-%-%**87%-%************-%-%2%

ababiabij

Net: £5000
1--**1-************--1-<£10,000
*%-%-%**1%-%************-%-%*%

ai

Net: £10,000 -
3--**3-************--3<£25,000
1%-%-%**6%-%************-%-%*%

ababi

Net: £25,000
2--**2-************--2<£50,000
1%-%-%**5%-%************-%-%*%

ababi

Net: £50,000 -
*--***-************--*<£100,000
*%-%-%***%-%************-%-%*%

i

---**--************---Net: >£100,000
-%-%-%**-%-%************-%-%-%

6--**6-************--6Net: £5,000+
2%-%-%**13%-%************-%-%*%

ababci

286901813**461954************23917142000Answered
1068.0935.925.00**4979.456.74************310.8421.25170.82Mean

abaabciaabiai
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

Under £10
(under £120

**********445242990143458159422813pa)                 (5)
**********7%36%33%21%20%34%21%35%41%

bcbdebdebde

£10 - £24
(£120 - £299

**********731426592112324194291428pa)                (17)
**********15%25%21%22%15%24%25%24%21%

cbcdddfdfdf

£25 - £49
(£300 - £599

**********720120390141211139190273pa)                (37)
**********15%16%16%21%19%16%18%16%14%

acfc

£50 - £99
(£600 - £1,199

**********1113214659120148111122200pa)                (75)
**********22%11%11%14%16%11%15%10%10%

aaaacfacf

£100 - £199
(£1,200 - £2

**********581964080916683117,399 pa)          (150)
**********10%6%7%9%11%7%9%7%6%

abacf

£200 - £499
(£2,400 - 5

**********114676326963575188,999 pa)          (350)
**********21%4%6%8%9%5%7%4%4%

aaacacfac

£500 - £999
(£6,000 - £11

***********2332112826212135,999 pa)          (750)
**********1%2%3%3%4%2%3%2%2%

ac

£1,000 - £1
,999 (£12,000

**********2615424109724- £23,999 pa)    (1500)
**********5%*%1%1%3%1%1%1%1%

aabcef

£2,000 - £2
,999 (£24,000

**********21115777411- £35,999 pa)    (2500)
**********4%*%1%1%1%1%1%*%1%

aa

£3,000 - £4
,999 (£36,000

**********-24*521*5- £59,999 pa)    (4000)
**********-%*%*%*%1%*%*%*%*%

ac
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

£5,000 - £7
,499 (£60,000

**********-*1*1***1- £89,999 pa)    (6250)
**********-%*%*%*%*%*%*%*%*%

£7,500 - £9
,999 (£90,000

**********---------- £119,999 pa)   (8750)
**********-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

**********--1*1***1- £179,999 pa)  (12500)
**********-%-%*%*%*%*%*%*%*%

£15,000 - £19
,999 (£180,000

**********-**-*****- £239,999 pa)  (17500)
**********-%*%*%-%*%*%*%*%*%

£20,000 - £24
,999 (£240,000

**********-*2*2***2- £299,999 pa)  (22500)
**********-%*%*%*%*%*%*%*%*%

£25,000 - £29
,999 (£300,000

**********---------- £359,999 pa)  (27500)
**********-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

**********--22*2222- £479,999 pa)  (35000)
**********-%-%*%1%*%*%*%*%*%

£40,000 - £49
,999 (£480,000

**********---------- £599,999 pa)  (45000)
**********-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

**********---------- £899,999 pa)  (62500)
**********-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

**********--*******pa)             (87500)
**********-%-%*%*%*%*%*%*%*%

£100,000 -
£299,999 (£1
,200,000 - £3

**********---------,599,999 pa)   (200000)
**********-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

**********---------,999,999 pa)   (400000)
**********-%-%-%-%-%-%-%-%-%

£500,000+ (£6
**********---------,000,000+ pa)  (600000)
**********-%-%-%-%-%-%-%-%-%

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

**********2910991043331515114060410251714Net: <£100
**********58%87%81%78%70%85%79%86%86%

bcddbdefdbdef

Net: £100
**********1614920483178181144154239-<£1000
**********32%12%16%19%24%13%19%13%12%

aaaacabcefac

Net: £1000
**********593093618181140-<£5000
**********9%1%2%2%5%1%2%1%2%

aaaabcefa

Net: £5000
**********-*1*1***1-<£10,000
**********-%*%*%*%*%*%*%*%*%

Net: £10,000 -
**********-*3*31113<£25,000
**********-%*%*%*%*%*%*%*%*%

c

Net: £25,000
**********--22*2222<£50,000
**********-%-%*%1%*%*%*%*%*%

Net: £50,000 -
**********--*******<£100,000
**********-%-%*%*%*%*%*%*%*%

**********---------Net: >£100,000
**********-%-%-%-%-%-%-%-%-%

**********-16343336Net: £5,000+
**********-%*%*%1%1%*%*%*%*%

**********5012581282425733134276811932000Answered
**********306.978.80232.13343.92296.65162.21256.59158.48170.82Mean

aa
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

Under £10
(under £120

**446136272**************143813pa)                 (5)
**3%15%33%56%**************20%41%

dcdbcd

£10 - £24
(£120 - £299

**48913199**************112428pa)                (17)
**3%29%32%21%**************16%21%

adadd

£25 - £49
(£300 - £599

**27556466**************141273pa)                (37)
**19%18%16%14%**************20%14%

£50 - £99
(£600 - £1,199

**31593918**************120200pa)                (75)
**22%20%10%4%**************17%10%

ababa

£100 - £199
(£1,200 - £2

**23331816**************78117,399 pa)          (150)
**16%11%4%3%**************11%6%

abab

£200 - £499
(£2,400 - 5

**2915127**************6788,999 pa)          (350)
**20%5%3%1%**************9%4%

abca

£500 - £999
(£6,000 - £11

**14452**************2835,999 pa)          (750)
**10%1%1%*%**************4%2%

abc

£1,000 - £1
,999 (£12,000

**5311**************2124- £23,999 pa)    (1500)
**3%1%*%*%**************3%1%

abc

£2,000 - £2
,999 (£24,000

**6--1**************411- £35,999 pa)    (2500)
**4%-%-%*%**************1%1%

abc

£3,000 - £4
,999 (£36,000

**1*--**************45- £59,999 pa)    (4000)
**1%*%-%-%**************1%*%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 10  (continuation)                                                                                                                                                    Page 189

QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

£5,000 - £7
,499 (£60,000

**-*--***************1- £89,999 pa)    (6250)
**-%*%-%-%***************%*%

£7,500 - £9
,999 (£90,000

**----**************--- £119,999 pa)   (8750)
**-%-%-%-%**************-%-%

£10,000 - £14
,999 (£120,000

***---***************1- £179,999 pa)  (12500)
***%-%-%-%***************%*%

£15,000 - £19
,999 (£180,000

**-*--**************-*- £239,999 pa)  (17500)
**-%*%-%-%**************-%*%

£20,000 - £24
,999 (£240,000

***---**************12- £299,999 pa)  (22500)
***%-%-%-%***************%*%

£25,000 - £29
,999 (£300,000

**----**************--- £359,999 pa)  (27500)
**-%-%-%-%**************-%-%

£30,000 - £39
,999 (£360,000

**--2-**************-2- £479,999 pa)  (35000)
**-%-%1%-%**************-%*%

£40,000 - £49
,999 (£480,000

**----**************--- £599,999 pa)  (45000)
**-%-%-%-%**************-%-%

£50,000 - £74
,999 (£600,000

**----**************--- £899,999 pa)  (62500)
**-%-%-%-%**************-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

***---**************-*pa)             (87500)
***%-%-%-%**************-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

**----**************--,599,999 pa)   (200000)
**-%-%-%-%**************-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

**----**************--,999,999 pa)   (400000)
**-%-%-%-%**************-%-%

£500,000+ (£6
**----**************--,000,000+ pa)  (600000)
**-%-%-%-%**************-%-%

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

**66249369455**************5151714Net: <£100
**46%82%91%94%**************72%86%

dcdbcd

Net: £100
**65523525**************173239-<£1000
**46%17%9%5%**************24%12%

abcab

Net: £1000
**12312**************2840-<£5000
**8%1%*%1%**************4%2%

abc

Net: £5000
**-*--***************1-<£10,000
**-%*%-%-%***************%*%

Net: £10,000 -
****--**************13<£25,000
***%*%-%-%***************%*%

Net: £25,000
**--2-**************-2<£50,000
**-%-%1%-%**************-%*%

Net: £50,000 -
***---**************-*<£100,000
***%-%-%-%**************-%*%

**----**************--Net: >£100,000
**-%-%-%-%**************-%-%

**1*2-**************26Net: £5,000+
***%*%1%-%***************%*%

**143304408482**************7182000Answered
**496.6792.64239.6037.57**************221.4170.82Mean

aca
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

Under £10
(under £120

244345076480**60**-625112813pa)                 (5)
46%34%21%43%29%**14%**-%3%17%36%41%

bacdbcd

£10 - £24
(£120 - £299

43202640259**53**-142969428pa)                (17)
8%25%11%23%21%**12%**-%8%19%22%21%

bbadcdcd

£25 - £49
(£300 - £599

92023124264**75**1403565273pa)                (37)
18%16%13%14%23%**17%**1%22%23%21%14%

ddd

£50 - £99
(£600 - £1,199

61413616442**77**3533528200pa)                (75)
12%11%15%9%15%**17%**4%29%23%9%10%

aadad

£100 - £199
(£1,200 - £2

389338418**57**13321417117,399 pa)          (150)
5%7%14%5%7%**13%**17%18%9%6%6%

acaab

£200 - £499
(£2,400 - 5

360256311**58**222811588,999 pa)          (350)
6%5%10%4%4%**13%**29%15%7%2%4%

acabcaba

£500 - £999
(£6,000 - £11

22422133**25**1462635,999 pa)          (750)
5%2%9%1%1%**6%**18%3%2%2%2%

acabc

£1,000 - £1
,999 (£12,000

*910144**20**133*424- £23,999 pa)    (1500)
*%1%4%1%1%**5%**17%2%*%1%1%

acabc

£2,000 - £2
,999 (£24,000

-7110-**7**6**111- £35,999 pa)    (2500)
-%1%*%1%-%**2%**7%*%*%*%1%

cabc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

£3,000 - £4
,999 (£36,000

-223-**5**4---5- £59,999 pa)    (4000)
-%*%1%*%-%**1%**5%-%-%-%*%

aabc

£5,000 - £7
,499 (£60,000

-***-**1***---1- £89,999 pa)    (6250)
-%*%*%*%-%***%***%-%-%-%*%

£7,500 - £9
,999 (£90,000

-----**-**------ £119,999 pa)   (8750)
-%-%-%-%-%**-%**-%-%-%-%-%

£10,000 - £14
,999 (£120,000

*-*1-**1**1--*1- £179,999 pa)  (12500)
*%-%*%*%-%***%**2%-%-%*%*%

a

£15,000 - £19
,999 (£180,000

-*-*-******---*- £239,999 pa)  (17500)
-%*%-%*%-%***%***%-%-%-%*%

£20,000 - £24
,999 (£240,000

-*2--**2***---2- £299,999 pa)  (22500)
-%*%1%-%-%***%***%-%-%-%*%

a

£25,000 - £29
,999 (£300,000

-----**-**------ £359,999 pa)  (27500)
-%-%-%-%-%**-%**-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-2-2-*****----2- £479,999 pa)  (35000)
-%*%-%*%-%***%**-%-%-%-%*%

£40,000 - £49
,999 (£480,000

-----**-**------ £599,999 pa)  (45000)
-%-%-%-%-%**-%**-%-%-%-%-%

£50,000 - £74
,999 (£600,000

-----**-**------ £899,999 pa)  (62500)
-%-%-%-%-%**-%**-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

£75,000 - £99
,999 (£900,000
- £1,199,999

-*-*-******---*pa)             (87500)
-%*%-%*%-%***%***%-%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

-----**-**-----,599,999 pa)   (200000)
-%-%-%-%-%**-%**-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

-----**-**-----,999,999 pa)   (400000)
-%-%-%-%-%**-%**-%-%-%-%-%

£500,000+ (£6
-----**-**-----,000,000+ pa)  (600000)
-%-%-%-%-%**-%**-%-%-%-%-%

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

4410961431571245**264**41131242741714Net: <£100
83%85%60%89%87%**60%**5%62%82%89%86%

badcdbcd

Net: £100
81728016033**139**49662728239-<£1000

16%13%34%9%12%**32%**63%36%18%9%12%

acabcaba

Net: £1000
*1813274**33**2331540-<£5000
*%1%6%2%1%**7%**29%2%*%2%2%

acabc

Net: £5000
-***-**1***---1-<£10,000
-%*%*%*%-%***%***%-%-%-%*%

Net: £10,000 -
**21-**3**2--*3<£25,000
*%*%1%*%-%**1%**2%-%-%*%*%

aa

Net: £25,000
-2-2-*****----2<£50,000
-%*%-%*%-%***%**-%-%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

Net: £50,000 -
-*-*-******---*<£100,000
-%*%-%*%-%***%***%-%-%-%*%

-----**-**-----Net: >£100,000
-%-%-%-%-%**-%**-%-%-%-%-%

*324-**4**2--*6Net: £5,000+
*%*%1%*%-%**1%**3%-%-%*%*%

ac

5312892381762281**439**781821513072000Answered
106.81164.48422.48136.8476.23**443.07**1332.21160.8188.9180.18170.82Mean

acabcab
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

Under £10
(under £120

**2539712024119**211611813pa)                 (5)
**20%35%29%10%24%**11%10%14%41%

accb

£10 - £24
(£120 - £299

**24280952685**36189428pa)                (17)
**19%25%23%11%17%**19%12%11%21%

£25 - £49
(£300 - £599

**301767630112**372217273pa)                (37)
**24%16%18%13%22%**20%14%22%14%

bb

£50 - £99
(£600 - £1,199

**10117444278**27248200pa)                (75)
**8%10%11%18%15%**14%15%10%10%

£100 - £199
(£1,200 - £2

**1380394238**303411117,399 pa)          (150)
**11%7%10%18%8%**16%21%14%6%

a

£200 - £499
(£2,400 - 5

**1647183534**22231188,999 pa)          (350)
**13%4%4%15%7%**11%14%14%4%

aba

£500 - £999
(£6,000 - £11

**221121810**1014*35,999 pa)          (750)
**2%2%3%8%2%**5%9%*%2%

aa

£1,000 - £1
,999 (£12,000

**2741014**36624- £23,999 pa)    (1500)
**1%1%1%4%3%**1%4%8%1%

£2,000 - £2
,999 (£24,000

**24216**41211- £35,999 pa)    (2500)
**2%*%*%*%1%**2%*%2%1%

b

£3,000 - £4
,999 (£36,000

******3**1*35- £59,999 pa)    (4000)
***%*%*%*%1%**1%*%3%*%

b
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

£5,000 - £7
,499 (£60,000

***********-1- £89,999 pa)    (6250)
***%*%*%*%*%***%*%-%*%

£7,500 - £9
,999 (£90,000

**-----**----- £119,999 pa)   (8750)
**-%-%-%-%-%**-%-%-%-%

£10,000 - £14
,999 (£120,000

**-**-1**--11- £179,999 pa)  (12500)
**-%*%*%-%*%**-%-%2%*%

£15,000 - £19
,999 (£180,000

**-*--***---*- £239,999 pa)  (17500)
**-%*%-%-%*%**-%-%-%*%

£20,000 - £24
,999 (£240,000

*****2-***2-2- £299,999 pa)  (22500)
***%*%*%1%-%***%1%-%*%

£25,000 - £29
,999 (£300,000

**-----**----- £359,999 pa)  (27500)
**-%-%-%-%-%**-%-%-%-%

£30,000 - £39
,999 (£360,000

**-2--***--*2- £479,999 pa)  (35000)
**-%*%-%-%*%**-%-%*%*%

£40,000 - £49
,999 (£480,000

**-----**----- £599,999 pa)  (45000)
**-%-%-%-%-%**-%-%-%-%

£50,000 - £74
,999 (£600,000

**-----**----- £899,999 pa)  (62500)
**-%-%-%-%-%**-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

*****-***---*pa)             (87500)
***%*%*%-%*%**-%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

**-----**----,599,999 pa)   (200000)
**-%-%-%-%-%**-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

**-----**----,999,999 pa)   (400000)
**-%-%-%-%-%**-%-%-%-%

£500,000+ (£6
**-----**----,000,000+ pa)  (600000)
**-%-%-%-%-%**-%-%-%-%

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

**88971334122394**12179451714Net: <£100
**72%86%81%53%78%**63%50%57%86%

accb

Net: £100
**31147699583**627023239-<£1000
**25%13%17%41%17%**32%45%28%12%

abbaa

Net: £1000
**41161123**861140-<£5000
**3%1%1%5%5%**4%4%13%2%

bb

Net: £5000
***********-1-<£10,000
***%*%*%*%*%***%*%-%*%

Net: £10,000 -
***1*21***213<£25,000
***%*%*%1%*%***%1%2%*%

Net: £25,000
**-2--***--*2<£50,000
**-%*%-%-%*%**-%-%*%*%

Net: £50,000 -
*****-***---*<£100,000
***%*%*%-%*%**-%-%-%*%

**-----**----Net: >£100,000
**-%-%-%-%-%**-%-%-%-%

***3122**1216Net: £5,000+
***%*%*%1%*%***%1%2%*%

**1231132410229502**191158802000Answered
**275.89164.27144.86402.58231.95**273.29474.65641.65170.82Mean
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

Under £10
(under £120

**225336118147388**1111081**1613677813pa)                 (5)
**29%33%21%20%34%**7%23%15%**14%20%23%41%

bbcaccc

£10 - £24
(£120 - £299

**19726489189283**177770**1418564428pa)                (17)
**25%26%16%26%25%**11%16%13%**13%27%19%21%

ccac

£25 - £49
(£300 - £599

**129152119132182**299099**1912667273pa)                (37)
**17%15%22%18%16%**19%19%19%**17%18%20%14%

a

£50 - £99
(£600 - £1,199

**9010288107116**2369101**1710352200pa)                (75)
**12%10%16%15%10%**15%14%19%**15%15%15%10%

aab

£100 - £199
(£1,200 - £2

**6275546581**184567**136233117,399 pa)          (150)
**8%7%10%9%7%**12%9%13%**11%9%10%6%

£200 - £499
(£2,400 - 5

**4349445249**264655**17442388,999 pa)          (350)
**5%5%8%7%4%**17%10%10%**15%6%7%4%

aaabab

£500 - £999
(£6,000 - £11

**1715111919**142321**10211235,999 pa)          (750)
**2%2%2%3%2%**9%5%4%**9%3%3%2%

abab

£1,000 - £1
,999 (£12,000

**771997**71319**18524- £23,999 pa)    (1500)
**1%1%3%1%1%**5%3%4%**1%1%1%1%

ab

£2,000 - £2
,999 (£24,000

**66774**335**27211- £35,999 pa)    (2500)
**1%1%1%1%*%**2%1%1%**2%1%1%1%

a

£3,000 - £4
,999 (£36,000

**2231***554**11-5- £59,999 pa)    (4000)
***%*%1%*%*%**3%1%1%**1%*%-%*%

aaba
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

£5,000 - £7
,499 (£60,000

***********1**-**1- £89,999 pa)    (6250)
***%*%*%*%*%***%*%*%**-%*%*%*%

£7,500 - £9
,999 (£90,000

**-----**---**----- £119,999 pa)   (8750)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

£10,000 - £14
,999 (£120,000

**-*1******1*****1- £179,999 pa)  (12500)
**-%*%*%*%*%***%*%*%***%*%*%*%

£15,000 - £19
,999 (£180,000

**-******--***-*-*- £239,999 pa)  (17500)
**-%*%*%*%*%**-%-%*%**-%*%-%*%

£20,000 - £24
,999 (£240,000

**********1******2- £299,999 pa)  (22500)
***%*%*%*%*%***%*%*%***%*%*%*%

£25,000 - £29
,999 (£300,000

**-----**---**----- £359,999 pa)  (27500)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

£30,000 - £39
,999 (£360,000

**-2*22***-***-2-2- £479,999 pa)  (35000)
**-%*%*%*%*%***%-%*%**-%*%-%*%

£40,000 - £49
,999 (£480,000

**-----**---**----- £599,999 pa)  (45000)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

£50,000 - £74
,999 (£600,000

**-----**---**----- £899,999 pa)  (62500)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

******************pa)             (87500)
***%*%*%*%*%***%*%*%***%*%*%*%

£100,000 -
£299,999 (£1
,200,000 - £3

**-----**---**----,599,999 pa)   (200000)
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

**-----**---**----,999,999 pa)   (400000)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

£500,000+ (£6
**-----**---**----,000,000+ pa)  (600000)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

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

**641854415575969**79345350**675502601714Net: <£100
**82%84%75%79%86%**52%72%67%**60%79%78%86%

bccccc

Net: £100
**122140108135149**58114143**3912768239-<£1000
**16%14%19%19%13%**38%24%27%**35%18%20%12%

aaabab

Net: £1000
**1515291711**152128**516740-<£5000
**2%1%5%2%1%**10%4%5%**5%2%2%2%

abaab

Net: £5000
***********1**-**1-<£10,000
***%*%*%*%*%***%*%*%**-%*%*%*%

Net: £10,000 -
****211***12***1*3<£25,000
***%*%*%*%*%***%*%*%***%*%*%*%

Net: £25,000
**-2*22***-***-2-2<£50,000
**-%*%*%*%*%***%-%*%**-%*%-%*%

Net: £50,000 -
******************<£100,000
***%*%*%*%*%***%*%*%***%*%*%*%

**-----**---**----Net: >£100,000
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**13233**122***316Net: £5,000+
***%*%*%*%*%**1%*%*%***%*%*%*%

**77810125547311132**153482523**1126963362000Answered
**133.79182.89249.10262.99163.94**544.37294.16295.74**405.30270.36180.90170.82Mean
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Under £10
(under £120

********21932035544584813pa)                 (5)
********29%33%7%7%18%20%23%41%

bdedede

£10 - £24
(£120 - £299

********19125215453276428pa)                (17)
********25%26%3%7%15%14%21%21%

eebde

£25 - £49
(£300 - £599

********1271471217705179273pa)                (37)
********17%15%26%24%23%23%21%14%

£50 - £99
(£600 - £1,199

********929485523255200pa)                (75)
********12%10%17%8%17%14%15%10%

d

£100 - £199
(£1,200 - £2

********5967711332626117,399 pa)          (150)
********8%7%16%16%11%12%7%6%

aaa

£200 - £499
(£2,400 - 5

********364491526212788,999 pa)          (350)
********5%5%21%22%9%9%7%4%

abcabc

£500 - £999
(£6,000 - £11

********19171134735,999 pa)          (750)
********3%2%3%1%1%2%2%2%

£1,000 - £1
,999 (£12,000

********5615135724- £23,999 pa)    (1500)
********1%1%3%7%4%2%2%1%

aa

£2,000 - £2
,999 (£24,000

********671343411- £35,999 pa)    (2500)
********1%1%1%4%1%1%1%1%

£3,000 - £4
,999 (£36,000

**********23*235- £59,999 pa)    (4000)
*********%*%4%4%*%1%1%*%

cac
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

£5,000 - £7
,499 (£60,000

**********-****1- £89,999 pa)    (6250)
*********%*%-%*%*%*%*%*%

£7,500 - £9
,999 (£90,000

********--------- £119,999 pa)   (8750)
********-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

********-*--1-*1- £179,999 pa)  (12500)
********-%*%-%-%*%-%*%*%

£15,000 - £19
,999 (£180,000

********-*--*--*- £239,999 pa)  (17500)
********-%*%-%-%*%-%-%*%

£20,000 - £24
,999 (£240,000

**********--***2- £299,999 pa)  (22500)
*********%*%-%-%*%*%*%*%

£25,000 - £29
,999 (£300,000

********--------- £359,999 pa)  (27500)
********-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

********-2-**--2- £479,999 pa)  (35000)
********-%*%-%*%*%-%-%*%

£40,000 - £49
,999 (£480,000

********--------- £599,999 pa)  (45000)
********-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

********--------- £899,999 pa)  (62500)
********-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

****************pa)             (87500)
*********%*%*%*%*%*%*%*%

£100,000 -
£299,999 (£1
,200,000 - £3

********--------,599,999 pa)   (200000)
********-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

********--------,999,999 pa)   (400000)
********-%-%-%-%-%-%-%-%

£500,000+ (£6
********--------,000,000+ pa)  (600000)
********-%-%-%-%-%-%-%-%

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

********62881324322201592941714Net: <£100
********83%85%52%45%73%72%80%86%

dedebcde

Net: £100
********1141291828625160239-<£1000
********15%13%40%39%21%23%16%12%

abcabca

Net: £1000
********111341117101340-<£5000
********2%1%8%15%6%4%4%2%

abc

Net: £5000
**********-****1-<£10,000
*********%*%-%*%*%*%*%*%

Net: £10,000 -
*********1--2**3<£25,000
*********%*%-%-%1%*%*%*%

Net: £25,000
********-2-**--2<£50,000
********-%*%-%*%*%-%-%*%

Net: £50,000 -
****************<£100,000
*********%*%*%*%*%*%*%*%

********--------Net: >£100,000
********-%-%-%-%-%-%-%-%

********13**2116Net: £5,000+
*********%*%*%1%1%*%*%*%

********75595846703012203692000Answered
********124.58189.46551.87672.51298.15251.11202.56170.82Mean
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

Under £10
(under £120

69958**671**127749405783592756543747813pa)                 (5)
44%24%**42%**29%40%36%40%38%40%36%40%41%

aaccbbb

£10 - £24
(£120 - £299

36739**358**79402241419319403331401428pa)                (17)
23%16%**23%**18%21%21%22%20%21%22%21%21%

a

£25 - £49
(£300 - £599

20848**205**74257168271233266233263273pa)                (37)
13%20%**13%**17%14%15%14%15%14%15%14%14%

b

£50 - £99
(£600 - £1,199

14531**144**56189126189161192163188200pa)                (75)
9%13%**9%**13%10%11%10%10%10%11%10%10%

£100 - £199
(£1,200 - £2

8421**93**3611369113103113101112117,399 pa)          (150)
5%9%**6%**8%6%6%6%7%6%7%6%6%

b

£200 - £499
(£2,400 - 5

5719**58**378466888182768188,999 pa)          (350)
4%8%**4%**8%4%6%5%5%4%5%4%4%

bb

£500 - £999
(£6,000 - £11

178**22**153324353335333535,999 pa)          (750)
1%3%**1%**3%2%2%2%2%2%2%2%2%

bab

£1,000 - £1
,999 (£12,000

155**17**122316242424162324- £23,999 pa)    (1500)
1%2%**1%**3%1%1%1%2%1%1%1%1%

b

£2,000 - £2
,999 (£24,000

56**9**11161171191111- £35,999 pa)    (2500)
*%2%**1%***%1%1%1%*%1%1%1%1%

b

£3,000 - £4
,999 (£36,000

-3**1**454445455- £59,999 pa)    (4000)
-%1%***%**1%*%*%*%*%*%*%*%*%

b
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

£5,000 - £7
,499 (£60,000

*-******11111111- £89,999 pa)    (6250)
*%-%***%***%*%*%*%*%*%*%*%*%

£7,500 - £9
,999 (£90,000

--**-**---------- £119,999 pa)   (8750)
-%-%**-%**-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

1***1*****1****1- £179,999 pa)  (12500)
*%*%***%***%*%*%*%*%*%*%*%*%

£15,000 - £19
,999 (£180,000

*-*******-******- £239,999 pa)  (17500)
*%-%***%***%*%-%*%*%*%*%*%*%

£20,000 - £24
,999 (£240,000

1***2***2*2*2*22- £299,999 pa)  (22500)
*%*%***%***%*%*%*%*%*%*%*%*%

£25,000 - £29
,999 (£300,000

--**-**---------- £359,999 pa)  (27500)
-%-%**-%**-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-2**2***22222222- £479,999 pa)  (35000)
-%1%***%***%*%*%*%*%*%*%*%*%

b

£40,000 - £49
,999 (£480,000

--**-**---------- £599,999 pa)  (45000)
-%-%**-%**-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

--**-**---------- £899,999 pa)  (62500)
-%-%**-%**-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

*-**************pa)             (87500)
*%-%***%***%*%*%*%*%*%*%*%*%

£100,000 -
£299,999 (£1
,200,000 - £3

--**-**---------,599,999 pa)   (200000)
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--**-**---------,999,999 pa)   (400000)
-%-%**-%**-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--**-**---------,000,000+ pa)  (600000)
-%-%**-%**-%-%-%-%-%-%-%-%-%

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

1419176**1378**3351597939166313041617127116001714Net: <£100
89%73%**87%**76%85%83%86%84%85%84%85%86%

acc

Net: £100
15847**172**88230159236217229211228239-<£1000

10%20%**11%**20%12%14%12%14%12%14%12%12%

bab

Net: £1000
2014**27**173926393540293940-<£5000

1%6%**2%**4%2%2%2%2%2%2%2%2%

bb

Net: £5000
*-******11111111-<£10,000
*%-%***%***%*%*%*%*%*%*%*%*%

Net: £10,000 -
3***3***2*312*23<£25,000
*%*%***%***%*%*%*%*%*%*%*%*%

Net: £25,000
-2**2***22222222<£50,000
-%1%***%***%*%*%*%*%*%*%*%*%

b

Net: £50,000 -
*-**************<£100,000
*%-%***%***%*%*%*%*%*%*%*%*%

--**-**---------Net: >£100,000
-%-%**-%**-%-%-%-%-%-%-%-%-%

33**6**153635356Net: £5,000+
*%1%***%***%*%*%*%*%*%*%*%*%

b

1599239**1583**44118701128194415591891151418722000Answered
104.28587.64**174.21**217.26170.12204.37172.30173.26170.24168.32170.52170.82Mean

b
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

Under £10
(under £120

4004147482441159626247418**83813pa)                 (5)
41%41%45%24%18%44%44%12%21%19%**22%41%

abaa

£10 - £24
(£120 - £299

21121837113448231524606**48428pa)                (17)
21%21%22%14%19%23%22%11%17%6%**13%21%

baaa

£25 - £49
(£300 - £599

110163225113758182316111**66273pa)                (37)
11%16%14%11%16%16%13%15%17%12%**17%14%

b

£50 - £99
(£600 - £1,199

96103156123126136374718**55200pa)                (75)
10%10%9%13%13%7%10%18%13%20%**14%10%

bc

£100 - £199
(£1,200 - £2

66518210221675264412**50117,399 pa)          (150)
7%5%5%10%10%5%5%12%12%13%**13%6%

ccbc

£200 - £499
(£2,400 - 5

4938479321243322817**3688,999 pa)          (350)
5%4%3%9%14%3%3%15%8%19%**9%4%

ccbcb

£500 - £999
(£6,000 - £11

17181591132110185**2035,999 pa)          (750)
2%2%1%9%5%1%2%5%5%5%**5%2%

ccbc

£1,000 - £1
,999 (£12,000

1689792814134**1324- £23,999 pa)    (1500)
2%1%1%7%4%1%1%7%4%4%**3%1%

ccbc

£2,000 - £2
,999 (£24,000

747221916-**611- £35,999 pa)    (2500)
1%*%*%2%1%*%1%1%2%-%**2%1%

c

£3,000 - £4
,999 (£36,000

322-3*-541**45- £59,999 pa)    (4000)
*%*%*%-%1%*%-%2%1%2%**1%*%

cbc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

£5,000 - £7
,499 (£60,000

*****-***-***1- £89,999 pa)    (6250)
*%*%*%*%*%-%*%*%*%-%***%*%

£7,500 - £9
,999 (£90,000

----------**--- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%**-%-%

£10,000 - £14
,999 (£120,000

1--1-*-11***11- £179,999 pa)  (12500)
*%-%-%1%-%*%-%1%*%*%***%*%

cb

£15,000 - £19
,999 (£180,000

*---*--*--**-*- £239,999 pa)  (17500)
*%-%-%-%*%-%-%*%-%-%**-%*%

£20,000 - £24
,999 (£240,000

1***1-*12-**22- £299,999 pa)  (22500)
*%*%*%*%1%-%*%1%*%-%***%*%

cb

£25,000 - £29
,999 (£300,000

----------**--- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%**-%-%

£30,000 - £39
,999 (£360,000

2*2-*--2-****2- £479,999 pa)  (35000)
*%*%*%-%*%-%-%1%-%*%***%*%

b

£40,000 - £49
,999 (£480,000

----------**--- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%**-%-%

£50,000 - £74
,999 (£600,000

----------**--- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%**-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-*-*---*--**-*pa)             (87500)
-%*%-%*%-%-%-%*%-%-%**-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

----------**--,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%**-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

----------**--,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%**-%-%

£500,000+ (£6
----------**--,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%**-%-%

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

817897149961153326125911724252**2521714Net: <£100
83%88%90%61%65%90%89%55%68%57%**66%86%

babaa

Net: £100
132107143286632139689034**107239-<£1000

13%11%9%28%28%9%10%32%25%37%**28%12%

accbcb

Net: £1000
26151891441720225**2340-<£5000

3%1%1%9%6%1%1%10%6%6%**6%2%

ccbc

Net: £5000
*****-***-***1-<£10,000
*%*%*%*%*%-%*%*%*%-%***%*%

Net: £10,000 -
3**11**33***33<£25,000
*%*%*%2%1%*%*%1%1%*%**1%*%

ccbc

Net: £25,000
2*2-*--2-****2<£50,000
*%*%*%-%*%-%-%1%-%*%***%*%

b

Net: £50,000 -
-*-*---*--**-*<£100,000
-%*%-%*%-%-%-%*%-%-%**-%*%

----------**--Net: >£100,000
-%-%-%-%-%-%-%-%-%-%**-%-%

51322**53***36Net: £5,000+
1%*%*%2%1%*%*%3%1%*%**1%*%

acbc

9801020166399234362141521135791**3852000Answered
242.42102.02114.78589.19392.1264.5475.771000.39389.62316.51**388.03170.82Mean

accbc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

Under £10
(under £120

4264801128349776850728235813pa)                 (5)
38%35%38%46%56%44%40%35%43%40%43%28%41%

aaekaabcdefgjklaaaa

£10 - £24
(£120 - £299

285644441925463020393640428pa)                (17)
26%30%21%18%13%23%24%16%17%22%18%32%21%

ehbdehihhbcdehij

£25 - £49
(£300 - £599

202324252216263618143020273pa)                (37)
18%12%12%10%15%14%13%19%15%8%15%16%14%

cciccc

£50 - £99
(£600 - £1,199

8102123127172610342210200pa)                (75)
7%5%10%9%8%6%9%14%9%19%11%8%10%

gkadfghijklk

£100 - £199
(£1,200 - £2

411122574101412667117,399 pa)          (150)
3%6%6%10%4%4%5%7%10%3%3%6%6%

bcglbcgl

£200 - £499
(£2,400 - 5

510125424135811788,999 pa)          (350)
5%5%6%2%3%2%2%7%5%5%5%5%4%

fgi

£500 - £999
(£6,000 - £11

-2541355*44135,999 pa)          (750)
-%1%2%2%1%3%2%3%*%2%2%*%2%

£1,000 - £1
,999 (£12,000

1652*32-*-1324- £23,999 pa)    (1500)
1%4%2%1%*%3%1%-%*%-%*%2%1%

bcdehcecece

£2,000 - £2
,999 (£24,000

*1-2--2-122*11- £35,999 pa)    (2500)
*%1%-%1%-%-%1%-%1%1%1%*%1%

£3,000 - £4
,999 (£36,000

1-1--*2-*---5- £59,999 pa)    (4000)
1%-%1%-%-%*%1%-%*%-%-%-%*%

£5,000 - £7
,499 (£60,000

-----*-**---1- £89,999 pa)    (6250)
-%-%-%-%-%*%-%*%*%-%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

£7,500 - £9
,999 (£90,000

-------------- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£10,000 - £14
,999 (£120,000

--1--*------1- £179,999 pa)  (12500)
-%-%1%-%-%*%-%-%-%-%-%-%*%

£15,000 - £19
,999 (£180,000

-----*------*- £239,999 pa)  (17500)
-%-%-%-%-%*%-%-%-%-%-%-%*%

£20,000 - £24
,999 (£240,000

--1--*--*---2- £299,999 pa)  (22500)
-%-%1%-%-%*%-%-%*%-%-%-%*%

£25,000 - £29
,999 (£300,000

-------------- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£30,000 - £39
,999 (£360,000

----*------22- £479,999 pa)  (35000)
-%-%-%-%*%-%-%-%-%-%-%2%*%

£40,000 - £49
,999 (£480,000

-------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

-------------- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-----*------*pa)             (87500)
-%-%-%-%-%*%-%-%-%-%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

-------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

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

9815216920413796165161971591701061714Net: <£100
89%83%82%85%92%88%87%83%83%88%88%84%86%

adejk

Net: £100
92329331210193218192115239-<£1000
8%13%14%14%8%9%10%17%15%11%11%12%12%

ghl

Net: £1000
3864*36-123440-<£5000
3%4%3%2%*%3%3%-%1%1%1%3%2%

eehehehehe

Net: £5000
-----*-**---1-<£10,000
-%-%-%-%-%*%-%*%*%-%-%-%*%

Net: £10,000 -
--2--*--*---3<£25,000
-%-%1%-%-%*%-%-%*%-%-%-%*%

Net: £25,000
----*------22<£50,000
-%-%-%-%*%-%-%-%-%-%-%2%*%

Net: £50,000 -
-----*------*<£100,000
-%-%-%-%-%*%-%-%-%-%-%-%*%

-------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-*1-**--26Net: £5,000+
-%-%1%-%*%1%-%*%*%-%-%2%*%

1101832072421491101911931171801931272000Answered
115.62123.17332.6284.3861.89246.12141.0482.30120.4593.3792.44705.20170.82Mean
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Under £10
(under £120

185244195189813pa)                 (5)
37%49%39%38%41%

abd

£10 - £24
(£120 - £299

1288996115428pa)                (17)
26%18%19%23%21%

bcc

£25 - £49
(£300 - £599

67637964273pa)                (37)
13%13%16%13%14%

£50 - £99
(£600 - £1,199

38425466200pa)                (75)
8%8%11%13%10%

cd

£100 - £199
(£1,200 - £2

26353620117,399 pa)          (150)
5%7%7%4%6%

aa

£200 - £499
(£2,400 - 5

2712232688,999 pa)          (350)
5%2%5%5%4%

cc

£500 - £999
(£6,000 - £11

8810935,999 pa)          (750)
2%2%2%2%2%

£1,000 - £1
,999 (£12,000

1353424- £23,999 pa)    (1500)
3%1%1%1%1%

ab

£2,000 - £2
,999 (£24,000

223511- £35,999 pa)    (2500)
*%*%1%1%1%

£3,000 - £4
,999 (£36,000

3*2-5- £59,999 pa)    (4000)
1%*%*%-%*%

£5,000 - £7
,499 (£60,000

-**-1- £89,999 pa)    (6250)
-%*%*%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

£7,500 - £9
,999 (£90,000

------ £119,999 pa)   (8750)
-%-%-%-%-%

£10,000 - £14
,999 (£120,000

1*--1- £179,999 pa)  (12500)
*%*%-%-%*%

£15,000 - £19
,999 (£180,000

-*--*- £239,999 pa)  (17500)
-%*%-%-%*%

£20,000 - £24
,999 (£240,000

1**-2- £299,999 pa)  (22500)
*%*%*%-%*%

£25,000 - £29
,999 (£300,000

------ £359,999 pa)  (27500)
-%-%-%-%-%

£30,000 - £39
,999 (£360,000

-*-22- £479,999 pa)  (35000)
-%*%-%*%*%

£40,000 - £49
,999 (£480,000

------ £599,999 pa)  (45000)
-%-%-%-%-%

£50,000 - £74
,999 (£600,000

------ £899,999 pa)  (62500)
-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-*--*pa)             (87500)
-%*%-%-%*%

£100,000 -
£299,999 (£1
,200,000 - £3

-----,599,999 pa)   (200000)
-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

-----,999,999 pa)   (400000)
-%-%-%-%-%

£500,000+ (£6
-----,000,000+ pa)  (600000)
-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

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

4194374234341714Net: <£100
84%87%85%87%86%

Net: £100
61556955239-<£1000
12%11%14%11%12%

Net: £1000
1778940-<£5000

3%1%2%2%2%

Net: £5000
-**-1-<£10,000
-%*%*%-%*%

Net: £10,000 -
2**-3<£25,000
*%*%*%-%*%

Net: £25,000
-*-22<£50,000
-%*%-%*%*%

Net: £50,000 -
-*--*<£100,000
-%*%-%-%*%

-----Net: >£100,000
-%-%-%-%-%

21*26Net: £5,000+
*%*%*%*%*%

5005005005002000Answered
208.42113.19113.61248.07170.82Mean
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

382576314407465122811481193Letters
65%68%61%59%56%76%80%88%71%59%60%

aaabea

Other everyday
correspondence, such as
invoices, one off bills

332970298378395102510471086etc.
57%78%57%56%52%65%67%71%62%54%54%

abceaaa

3620481952733451020734768Large letters
62%54%39%37%38%57%69%71%51%38%38%

abcabaababea

291354206269274617706733Parcels and packets
50%35%44%39%37%45%53%47%43%36%37%

abaaaa

Order fulfilment
(sending ordered goods

1362811414012129362374to customers)
22%15%23%21%19%20%21%15%22%19%19%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

12817909415149280295customer packs etc.
21%21%13%17%13%24%19%29%23%14%15%

aaaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

52335557123129136mail
9%7%2%6%8%11%21%14%8%7%7%

ccaabea

Publications, such as
magazines, periodicals,

1*7242841227984customer newsletters
2%1%5%4%4%7%8%13%6%4%4%

aab

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%

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

2*733723**2138141None of These
4%1%5%6%10%5%7%2%5%7%7%

bdece
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

---*-*--***Other
-%-%-%*%-%*%-%-%*%*%*%

-----------Don't Know
-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

5431101423553536133415241577parcels
92%84%82%80%76%88%89%94%86%79%79%

abcaaba

141022125146193512406425Net: Bulk mailings
24%26%18%24%20%32%38%36%30%21%21%

aaaa
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

5763591014841041111949639174831291193Letters
62%60%59%60%57%62%58%59%55%58%63%69%56%60%

a

Other everyday
correspondence, such as
invoices, one off bills

6268598989179901879441123631301086etc.
67%64%59%53%62%47%47%57%54%60%45%52%56%54%

cghjabcefghjcghccghcc

34454464544557413866161205183768Large letters
37%43%44%38%30%33%39%42%38%23%44%43%36%38%

didhidddidhid

31343863050678111559221144973733Parcels and packets
34%32%38%37%34%40%42%35%34%33%41%40%31%37%

alal

Order fulfilment
(sending ordered goods

12241732126444946427412146374to customers)
13%22%17%19%18%26%25%14%24%10%15%18%20%19%

cdfmmcdfjmcdfmcdfm

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

191514247252219442913442129295customer packs etc.
21%14%14%15%17%13%10%13%17%19%16%18%13%15%

afgjk

Advertising and
promotional material,
such as catalogues,
brochures and direct

8102115412121812721919136mail
9%10%2%7%3%7%6%6%7%10%8%8%8%7%

ikikkkkkkkkk

Publications, such as
magazines, periodicals,

4556821081726152584customer newsletters
5%5%5%4%2%6%4%5%1%9%6%2%2%4%

eeeeaeie

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

477123101792513621220141None of These
4%7%7%7%7%10%5%7%8%9%7%2%8%7%

bmb
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

*------------*Other
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

7281801345105130156268131522231041771577parcels
78%77%80%79%71%78%81%82%76%76%81%86%76%79%

iii

272318357293533674117632744425Net: Bulk mailings
29%22%18%21%20%21%17%20%24%25%23%23%19%21%

afgjk
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

12010742879065359628271103**87411193Letters
68%59%63%59%70%83%48%46%65%**50%52%60%

aabefabcdefhbefe

Other everyday
correspondence, such as
invoices, one off bills

7310142828043897826287112**102581086etc.
41%56%62%52%51%68%44%49%70%**58%73%54%

baefhbefhefhefbefh

6670217958932797417057**6525768Large letters
38%38%39%38%43%84%8%29%36%**37%32%38%

efabcdefhffefeff

63670155578232321528436**9818733Parcels and packets
36%37%34%37%30%28%26%48%23%**56%23%37%

acdfghacdfgh

Order fulfilment
(sending ordered goods

153598129397551887**5211374to customers)
9%20%18%19%13%4%8%32%4%**30%14%19%

bdgacdfghacdfghdg

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

23272762181132956416**3416295customer packs etc.
13%15%17%14%15%25%9%11%10%**19%21%15%

edefhbdefhdedef

Advertising and
promotional material,
such as catalogues,
brochures and direct

7128311056774285**176136mail
4%7%7%7%9%6%7%5%3%**10%7%7%

dede

Publications, such as
magazines, periodicals,

87615694782151**8284customer newsletters
4%4%3%4%6%7%4%2%1%**5%3%4%

deded

Goods / business
supplies / large packets

---------**---ordered via lorry
-%-%-%-%-%-%-%-%-%**-%-%-%

Legal / accounts
---------**---documents / tax forms
-%-%-%-%-%-%-%-%-%**-%-%-%

---------**---Refused
-%-%-%-%-%-%-%-%-%**-%-%-%

151262112065564012**85141None of These
8%7%5%8%8%4%10%7%7%**4%6%7%

b
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

-****----**--*Other
-%*%*%*%*%-%-%-%-%**-%-%*%

---------**---Don't Know
-%-%-%-%-%-%-%-%-%**-%-%-%

Net: Letters, large
letters, packets and

1481429362121562910935456116**134521577parcels
85%78%79%79%82%95%59%77%73%**77%66%79%

aadefabcdefhaffff

343921063201873499019**4619425Net: Bulk mailings
19%21%23%21%24%29%16%15%12%**27%23%21%

dedefdefded
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

2591837356311301193Letters
60%65%59%57%60%60%

Other everyday
correspondence, such as
invoices, one off bills

2201766806010261086etc.
51%62%55%54%54%54%

ac

23514337827741768Large letters
55%50%30%24%39%38%

aab

26511833527706733Parcels and packets
61%42%27%24%37%37%

abab

Order fulfilment
(sending ordered goods

175651267366374to customers)
41%23%10%6%19%19%

abab

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1014914221274295customer packs etc.
23%17%11%19%14%15%

aa

Advertising and
promotional material,
such as catalogues,
brochures and direct

4423684132136mail
10%8%5%4%7%7%

a

Publications, such as
magazines, periodicals,

26233538184customer newsletters
6%8%3%3%4%4%

aa

Goods / business
supplies / large packets

------ordered via lorry
-%-%-%-%-%-%

Legal / accounts
------documents / tax forms
-%-%-%-%-%-%

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

41111810131141None of These
1%4%9%9%7%7%

cbc
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

**--**Other
*%*%-%-%*%*%

------Don't Know
-%-%-%-%-%-%

Net: Letters, large
letters, packets and

4032339117814991577parcels
94%82%73%70%79%79%

abab

1337621426399425Net: Bulk mailings
31%27%17%23%21%21%

aa
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

169602422**151179************15410251193Letters
59%67%52%**31%60%************64%60%60%

aaccjcjcj

Other everyday
correspondence, such as
invoices, one off bills

152523411**161070************1369341086etc.
53%58%51%**34%55%************57%54%54%

acjcjcj

164445159**21747************144604768Large letters
58%49%20%**44%38%************60%35%38%

abaacij

218373143**40693************178515733Parcels and packets
76%41%18%**86%35%************74%30%37%

abaabiaabiai

Order fulfilment
(sending ordered goods

16316941**30344************133211374to customers)
57%19%5%**65%18%************56%12%19%

abaaiaaiai

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

7216756**11284************61223295customer packs etc.
25%19%7%**23%15%************26%13%15%

abaaai

Advertising and
promotional material,
such as catalogues,
brochures and direct

426331**8128************3494136mail
15%7%4%**17%7%************14%5%7%

abaaiaai

Publications, such as
magazines, periodicals,

214617**380************186384customer newsletters
7%5%2%**7%4%************7%4%4%

aaai

Goods / business
supplies / large packets

---**--************---ordered via lorry
-%-%-%**-%-%************-%-%-%

Legal / accounts
---**--************---documents / tax forms
-%-%-%**-%-%************-%-%-%

---**--************---Refused
-%-%-%**-%-%************-%-%-%

-16125**-141************-141141None of These
-%2%15%**-%7%************-%8%7%

cbcbjbcj
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

-*-**-*************-**Other
-%*%-%**-%*%************-%*%*%

---**--************---Don't Know
-%-%-%**-%-%************-%-%-%

Net: Letters, large
letters, packets and

278783516**441533************23313001577parcels
97%87%63%**96%78%************97%76%79%

abaaiaiai

9424190**11414************83331425Net: Bulk mailings
33%27%11%**25%21%************35%19%21%

abaai
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********451116773310420119361911931193Letters
**********89%89%60%73%57%89%81%100%60%

dfbdefdefbcdef

Other everyday
correspondence, such as
invoices, one off bills

**********3970410863133567704677051086etc.
**********78%56%85%73%49%57%61%59%54%

aaabcdeabcdddd

**********36705551229365768768619768Large letters
**********71%56%43%54%50%57%100%52%38%

aaffadfacdeff

**********25456519190733498365420733Parcels and packets
**********50%36%40%45%100%37%47%35%37%

aaaacabcefacf

Order fulfilment
(sending ordered goods

**********14227374112305247184187374to customers)
**********28%18%29%26%42%18%24%16%19%

acabcacabcefac

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**********18196245295126231158216295customer packs etc.
**********35%16%19%69%17%17%21%18%15%

aabcdfc

Advertising and
promotional material,
such as catalogues,
brochures and direct

**********12911061366311586106136mail
**********24%7%8%32%9%9%11%9%7%

aaabcdfcf

Publications, such as
magazines, periodicals,

**********56171844773586984customer newsletters
**********10%5%6%20%6%5%8%6%4%

abcdfc

Goods / business
supplies / large packets

**********---------ordered via lorry
**********-%-%-%-%-%-%-%-%-%

Legal / accounts
**********---------documents / tax forms
**********-%-%-%-%-%-%-%-%-%

**********---------Refused
**********-%-%-%-%-%-%-%-%-%

**********--------141None of These
**********-%-%-%-%-%-%-%-%7%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********-********Other
**********-%*%*%*%*%*%*%*%*%

**********---------Don't Know
**********-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

**********5012581019363733134276811931577parcels
**********100%100%79%85%100%100%100%100%79%

fefefefef

**********28283345425190334229310425Net: Bulk mailings
**********56%23%27%100%26%25%30%26%21%

aaabcdfc
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**123267368430**************4131193Letters
**86%88%90%89%**************57%60%

Other everyday
correspondence, such as
invoices, one off bills

**99199228239**************3481086etc.
**69%66%56%50%**************48%54%

abab

**118209225212**************356768Large letters
**83%69%55%44%**************50%38%

abcaba

**74121157142**************718733Parcels and packets
**52%40%39%29%**************100%37%

abcaa

Order fulfilment
(sending ordered goods

**49617660**************293374to customers)
**34%20%19%12%**************41%19%

abcaa

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**45657937**************124295customer packs etc.
**31%21%19%8%**************17%15%

abcaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

**28263525**************61136mail
**20%9%9%5%**************8%7%

abc

Publications, such as
magazines, periodicals,

**8133614**************4684customer newsletters
**6%4%9%3%**************6%4%

ac

Goods / business
supplies / large packets

**----**************--ordered via lorry
**-%-%-%-%**************-%-%

Legal / accounts
**----**************--documents / tax forms
**-%-%-%-%**************-%-%

**----**************--Refused
**-%-%-%-%**************-%-%

**----**************-141None of These
**-%-%-%-%**************-%7%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**-*--****************Other
**-%*%-%-%***************%*%

**----**************--Don't Know
**-%-%-%-%**************-%-%

Net: Letters, large
letters, packets and

**143304408482**************7181577parcels
**100%100%100%100%**************100%79%

**618411867**************187425Net: Bulk mailings
**42%28%29%14%**************26%21%

abcaa
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

4111521101083197**214**281021021841193Letters
78%89%46%61%70%**49%**36%56%67%60%60%

bbadcdd

Other everyday
correspondence, such as
invoices, one off bills

17753851001152**193**3584741601086etc.
31%58%36%57%54%**44%**45%46%49%52%54%

bba

3373586682149**206**409179151768Large letters
62%57%36%39%53%**47%**52%50%52%49%38%

13484168565281**439**78182151307733Parcels and packets
25%38%71%32%100%**100%**100%100%100%100%37%

ba

Order fulfilment
(sending ordered goods

823911925516**284**671035867374to customers)
15%19%50%14%6%**65%**86%57%38%22%19%

acabcaba

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

52252826746**77**16362942295customer packs etc.
10%17%12%15%16%**17%**21%20%19%14%15%

Advertising and
promotional material,
such as catalogues,
brochures and direct

31122111519**42**10201021136mail
5%9%9%7%7%**9%**13%11%7%7%7%

a

Publications, such as
magazines, periodicals,

271117322**25**78151784customer newsletters
4%6%5%4%8%**6%**9%4%10%6%4%

Goods / business
supplies / large packets

-----**-**-----ordered via lorry
-%-%-%-%-%**-%**-%-%-%-%-%

Legal / accounts
-----**-**-----documents / tax forms
-%-%-%-%-%**-%**-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-----**-**-----Refused
-%-%-%-%-%**-%**-%-%-%-%-%

--8132-**-**----141None of These
-%-%4%8%-%**-%**-%-%-%-%7%

b

-***-*****-**-*Other
-%*%*%*%-%***%**-%*%*%-%*%

-----**-**-----Don't Know
-%-%-%-%-%**-%**-%-%-%-%-%

Net: Letters, large
letters, packets and

5312892141363281**439**781821513071577parcels
100%100%90%77%100%**100%**100%100%100%100%79%

a

83264438272**115**24504569425Net: Bulk mailings
15%25%18%22%26%**26%**30%27%30%22%21%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1231132410116304**158105281193Letters
**100%100%100%50%61%**83%66%35%60%

ba

Other everyday
correspondence, such as
invoices, one off bills

**7068324188267**9085191086etc.
**57%60%59%39%53%**47%54%24%54%

ba

**10358928295270**1407940768Large letters
**84%52%69%41%54%**73%50%51%38%

abbb

**75396199229502**15315880733Parcels and packets
**61%35%49%100%100%**80%100%100%37%

abb

Order fulfilment
(sending ordered goods

**2717977143160**10110241374to customers)
**22%16%19%62%32%**53%65%52%19%

ba

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**33211963294**322812295customer packs etc.
**27%19%23%14%19%**17%18%15%15%

bb

Advertising and
promotional material,
such as catalogues,
brochures and direct

**15104382142**25165136mail
**12%9%9%9%8%**13%10%6%7%

Publications, such as
magazines, periodicals,

**667231334**148684customer newsletters
**5%6%6%6%7%**7%5%8%4%

Goods / business
supplies / large packets

**-----**----ordered via lorry
**-%-%-%-%-%**-%-%-%-%

Legal / accounts
**-----**----documents / tax forms
**-%-%-%-%-%**-%-%-%-%

**-----**----Refused
**-%-%-%-%-%**-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**-----**---141None of These
**-%-%-%-%-%**-%-%-%7%

**********-**Other
***%*%*%*%*%***%-%*%*%

**-----**----Don't Know
**-%-%-%-%-%**-%-%-%-%

Net: Letters, large
letters, packets and

**1231132410229502**191158801577parcels
**100%100%100%100%100%**100%100%100%79%

**4430212347143**523722425Net: Bulk mailings
**35%27%30%21%28%**27%23%28%21%

bb
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**6959033405941132**81292294**825752581193Letters
**89%89%61%81%100%**53%61%56%**73%83%77%60%

cbcac

Other everyday
correspondence, such as
invoices, one off bills

**487596288452684**68244247**604401811086etc.
**63%59%52%62%60%**45%51%47%**54%63%54%54%

ccac

**450620299731596**88257260**112696336768Large letters
**58%61%54%100%53%**57%53%50%**100%100%100%38%

ac

**301388554351408**153482523**78329184733Parcels and packets
**39%38%100%48%36%**100%100%100%**70%47%55%37%

abaabb

Order fulfilment
(sending ordered goods

**154190203175184**90187229**4416686374to customers)
**20%19%37%24%16%**59%39%44%**39%24%26%19%

abaabab

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**16019499155212**308095**3014974295customer packs etc.
**21%19%18%21%19%**20%17%18%**27%21%22%15%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**74914785103**184151**178035136mail
**10%9%9%12%9%**12%9%10%**15%11%11%7%

Publications, such as
magazines, periodicals,

**4953395867**113729**9551784customer newsletters
**6%5%7%8%6%**7%8%6%**8%8%5%4%

Goods / business
supplies / large packets

**-----**---**----ordered via lorry
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Legal / accounts
**-----**---**----documents / tax forms
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**-----**---**----Refused
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**-----**---**---141None of These
**-%-%-%-%-%**-%-%-%**-%-%-%7%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**-*************-*Other
**-%*%*%*%*%***%*%*%***%*%-%*%

**-----**---**----Don't Know
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Net: Letters, large
letters, packets and

**77810125547311132**153482523**1126963361577parcels
**100%100%100%100%100%**100%100%100%**100%100%100%79%

**221271152225304**47124141**4121596425Net: Bulk mailings
**28%27%27%31%27%**30%26%27%**36%31%29%21%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********67986633431921472511193Letters
********90%90%73%61%64%67%68%60%

Other everyday
correspondence, such as
invoices, one off bills

********46756829321561102091086etc.
********62%59%64%46%52%50%57%54%

d

********4335843650172136215768Large letters
********57%61%79%71%57%62%58%38%

abcac

********2863604670301220369733Parcels and packets
********38%38%100%100%100%100%100%37%

Order fulfilment
(sending ordered goods

********146177253812194117374to customers)
********19%18%54%55%40%43%32%19%

acacaa

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

********1621831113654975295customer packs etc.
********21%19%23%18%22%22%20%15%

Advertising and
promotional material,
such as catalogues,
brochures and direct

********709146312031136mail
********9%9%9%8%10%9%8%7%

Publications, such as
magazines, periodicals,

********49545521222984customer newsletters
********6%6%12%7%7%10%8%4%

Goods / business
supplies / large packets

********--------ordered via lorry
********-%-%-%-%-%-%-%-%

Legal / accounts
********--------documents / tax forms
********-%-%-%-%-%-%-%-%

********--------Refused
********-%-%-%-%-%-%-%-%

********-------141None of These
********-%-%-%-%-%-%-%7%

********-*--*-**Other
********-%*%-%-%*%-%*%*%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********--------Don't Know
********-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

********75595846703012203691577parcels
********100%100%100%100%100%100%100%79%

********21725916209775110425Net: Bulk mailings
********29%27%35%29%32%34%30%21%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

986148**977**26011447011165948116898211651193Letters
62%62%**62%**59%61%62%60%61%62%65%62%60%

de

Other everyday
correspondence, such as
invoices, one off bills

910136**899**22610346101075849103586210281086etc.
57%57%**57%**51%55%54%55%54%55%57%55%54%

602132**611**208741505756652760710751768Large letters
38%55%**39%**47%40%45%39%42%40%47%40%38%

bbbacde

521125**533**244700498714667707615701733Parcels and packets
33%52%**34%**55%37%44%37%43%37%41%37%37%

babbacee

Order fulfilment
(sending ordered goods

24482**265**133359240369332360305356374to customers)
15%34%**17%**30%19%21%19%21%19%20%19%19%

baab

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

24245**248**74278173289234282241279295customer packs etc.
15%19%**16%**17%15%15%15%15%15%16%15%15%

Advertising and
promotional material,
such as catalogues,
brochures and direct

10327**116**4113285135114134116134136mail
6%11%**7%**9%7%8%7%7%7%8%7%7%

b

Publications, such as
magazines, periodicals,

6614**68**198153827283778184customer newsletters
4%6%**4%**4%4%5%4%5%4%5%4%4%

Goods / business
supplies / large packets

--**-**---------ordered via lorry
-%-%**-%**-%-%-%-%-%-%-%-%-%

Legal / accounts
--**-**---------documents / tax forms
-%-%**-%**-%-%-%-%-%-%-%-%-%

--**-**---------Refused
-%-%**-%**-%-%-%-%-%-%-%-%-%

1247**121**24120611298311968117141None of These
8%3%**8%**5%6%5%7%5%6%4%6%7%

abbb
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

*-**************Other
*%-%***%***%*%*%*%*%*%*%*%*%

--**-**---------Don't Know
-%-%**-%**-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

1236205**1227**3741505952153912911530127815171577parcels
77%86%**77%**85%80%84%79%83%81%84%81%79%

bbbeace

33972**351**107405247419343412353408425Net: Bulk mailings
21%30%**22%**24%22%22%22%22%22%23%22%21%

b
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

4996941037481062458548917947**1931193Letters
51%68%62%49%45%68%60%42%50%52%**50%60%

bababa

Other everyday
correspondence, such as
invoices, one off bills

47061795645841938137912937**1451086etc.
48%60%57%45%36%53%57%38%36%41%**38%54%

babaa

338430631369814651710213751**154768Large letters
34%42%38%37%42%40%37%49%38%56%**40%38%

bbb

3843504937016810447814225065**273733Parcels and packets
39%34%30%71%72%29%34%68%70%71%**71%37%

accbc

Order fulfilment
(sending ordered goods

212161216481106121010015049**169374to customers)
22%16%13%48%47%17%15%47%42%54%**44%19%

accbcb

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

12017525910255519642488**52295customer packs etc.
12%17%16%10%10%15%14%20%14%9%**13%15%

bab

Advertising and
promotional material,
such as catalogues,
brochures and direct

58771021519237835296**28136mail
6%8%6%15%8%6%6%17%8%6%**7%7%

cbc

Publications, such as
magazines, periodicals,

3153611013155612166**1884customer newsletters
3%5%4%10%5%4%4%6%4%6%**5%4%

bc

Goods / business
supplies / large packets

----------**--ordered via lorry
-%-%-%-%-%-%-%-%-%-%**-%-%

Legal / accounts
----------**--documents / tax forms
-%-%-%-%-%-%-%-%-%-%**-%-%

----------**--Refused
-%-%-%-%-%-%-%-%-%-%**-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 11  (continuation)                                                                                                                                                    Page 241

QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

934812611321111614-**13141None of These
10%5%8%1%6%6%8%3%4%-%**3%7%

aba

***---*-*-****Other
*%*%*%-%-%-%*%-%*%-%***%*%

----------**--Don't Know
-%-%-%-%-%-%-%-%-%-%**-%-%

Net: Letters, large
letters, packets and

738840128786201281109719032583**3471577parcels
75%82%77%87%86%78%77%90%91%91%**90%79%

bccbc

171255356254479278667417**76425Net: Bulk mailings
17%25%21%25%19%22%20%31%21%18%**20%21%

bbc
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

6296125139837611113386101103781193Letters
57%53%60%58%56%69%58%69%74%56%53%61%60%

bcfhiklbcfhiklabcfhijkl

Other everyday
correspondence, such as
invoices, one off bills

65107109947857112123769594771086etc.
59%58%52%39%53%52%59%64%65%53%48%61%54%

iiiiiibcghijbcghijibi

396784823637898852756851768Large letters
36%37%40%34%24%33%47%46%45%42%35%40%38%

hhhbghighighihhh

347483815333707641817137733Parcels and packets
31%40%40%33%36%30%37%39%35%45%37%29%37%

aaagil

Order fulfilment
(sending ordered goods

133644371622383622413829374to customers)
12%20%21%15%11%20%20%19%19%23%19%23%19%

hhlhhhhlhhl

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

213539281917262718261721295customer packs etc.
19%19%19%11%13%16%14%14%16%15%9%17%15%

bbbb

Advertising and
promotional material,
such as catalogues,
brochures and direct

881020338228221312136mail
7%4%5%8%2%3%4%11%7%12%7%10%7%

hghfghjkhfghjkhfghk

Publications, such as
magazines, periodicals,

2689217127176584customer newsletters
2%3%4%4%1%1%4%6%6%10%3%4%4%

ghghbfghijkl

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

91414181431913714124141None of These
8%8%7%7%9%3%10%7%6%8%6%3%7%

gggagagg
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

*---*-------*Other
*%-%-%-%*%-%-%-%-%-%-%-%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

801471671921119613815993148150971577parcels
73%80%81%79%74%87%72%82%80%82%78%77%79%

abfhlff

264451462119325029472832425Net: Bulk mailings
24%24%25%19%14%17%17%26%25%26%15%25%21%

bhbhbhbfghbhbfghbh
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

2842983302821193Letters
57%60%66%56%60%

acd

Other everyday
correspondence, such as
invoices, one off bills

2802303102661086etc.
56%46%62%53%54%

cacc

190155230194768Large letters
38%31%46%39%38%

cacdc

191167186189733Parcels and packets
38%33%37%38%37%

Order fulfilment
(sending ordered goods

937597108374to customers)
19%15%19%22%19%

c

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

95647165295customer packs etc.
19%13%14%13%15%

abc

Advertising and
promotional material,
such as catalogues,
brochures and direct

25263847136mail
5%5%8%9%7%

cd

Publications, such as
magazines, periodicals,

1613272984customer newsletters
3%3%5%6%4%

ccd

Goods / business
supplies / large packets

-----ordered via lorry
-%-%-%-%-%

Legal / accounts
-----documents / tax forms
-%-%-%-%-%

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

37343930141None of These
7%7%8%6%7%

**--*Other
*%*%-%-%*%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

-----Don't Know
-%-%-%-%-%

Net: Letters, large
letters, packets and

3943983893951577parcels
79%80%78%79%79%

12186112107425Net: Bulk mailings
24%17%22%21%21%

cc
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1014298308370404471002579811385Unweighted total

442986352465496123112931342Weighted total

7**22728710**272482580-24%
15%**25%21%19%21%**15%24%19%19%

abe

5**634344**2210911325-49%
10%**7%10%7%9%**12%7%8%8%

dd

15**945908**2519119950-74%
33%**10%13%19%16%**16%15%15%15%

abcdbca

19**4920125326**71774577275-100%
42%**57%57%55%54%**57%54%58%58%

eee

44**8635246549**123112931342Answered
62.53**64.0765.4666.7164.89**68.0564.0867.4867.38Mean
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
17218016986468851061579434146601141385Unweighted total

61736811409010912722211641190891561342Weighted total

717122212726324029**3010222580-24%
12%24%18%19%30%24%25%18%25%**16%12%14%19%

abmmabcdfjmmabmabm

658948881716**197911325-49%
9%7%12%8%9%8%6%8%14%**10%7%6%8%

1016101631018133219**23201819950-74%
17%21%15%14%11%17%10%14%16%**12%22%12%15%

acgjgg

38353766245567413452**1185210577275-100%
62%48%55%58%50%52%58%60%44%**62%59%68%58%

elelelelehijkl

617368114090109127222116**190891561342Answered
70.7263.0466.5767.5359.5463.0666.1869.7058.10**71.3070.4872.9367.38Mean

eileeieileehil
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
16212233811004617983328912034127591385Unweighted total
129121332110215821052833210931100471342Weighted total

1624265193794**10417**3392580-24%
12%20%20%19%14%4%**31%16%**33%18%19%

bggadghggacdghg

91042687446**307**15511325-49%
7%9%8%9%7%5%**9%7%**15%11%8%

dfghdfgh

16184531467520**4515**241119950-74%
12%15%16%14%13%19%**14%14%**24%24%15%

deheh

8868417759438575**15369**282277275-100%
68%56%55%58%66%72%**46%64%**28%47%58%

aabeabcebebabebb

12912133211021582105**332109**100471342Answered
76.7066.3966.0967.7973.6379.23**57.7170.38**48.1762.7467.38Mean

aabeabcdebebbebb
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3502158045013351385Unweighted total
3102098036912731342Weighted total

9445115**2482580-24%
30%22%14%**19%19%

aba

342155**11011325-49%
11%10%7%**9%8%

a

4341116**19319950-74%
14%19%14%**15%15%

138102517**72277275-100%
45%49%64%**57%58%

bca

310209803**12731342Answered
56.2762.1572.90**66.9367.38Mean

bc
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2837233799381347-11432924511021385Unweighted total
2026834583211321-*21*1818111401342Weighted total

7614537****251************691822580-24%
38%21%8%****19%************38%16%19%

abaaiaai

247218****112************228911325-49%
12%10%4%****8%************12%8%8%

aaai

279973****196************2317319950-74%
13%15%16%****15%************13%15%15%

75368329****763************6669777275-100%
37%54%72%****58%************36%61%58%

cbcbbj

202683458****1321************18111401342Answered
49.7664.2979.76****67.65************49.7170.5067.38Mean

cbcbjbij
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1751734731248945399544138585312461385Unweighted total
265516501258875334498134276811931342Weighted total

**********12238218831862581642072580-24%
**********25%19%25%25%37%19%21%17%19%

acacabcefa

**********41099044881138010111325-49%
**********7%9%10%13%18%8%10%8%8%

acabcf

**********5190169569219913116919950-74%
**********10%15%19%17%18%15%17%14%15%

aca

**********2972039815213277239371577275-100%
**********58%57%45%45%27%58%51%60%58%

ddbdefdfbdef

**********501258875334498134276811931342Answered
**********63.5367.5257.9658.0743.8567.3862.7269.1667.38Mean

ddbdefdefbdef
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894254-22-585271385Unweighted total
51433044084822-1*-274871342Weighted total

**25538395**************1792580-24%
**17%18%20%20%**************37%19%

**15284029**************8811325-49%
**10%9%10%6%**************18%8%

a

**17566364**************9019950-74%
**12%18%15%13%**************18%15%

d

**86166223294**************13177275-100%
**60%55%55%61%**************27%58%

**143304408482**************4871342Answered
**67.9467.0665.0169.63**************44.1167.38Mean
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
6013251411244249192766611301162311385Unweighted total
5312891281214208122774471231112131342Weighted total

102486519342**141**306341492580-24%
20%19%51%16%20%**51%**63%51%37%23%19%

acababa

1112169729**58**1024173611325-49%
2%9%12%8%14%**21%**21%19%15%17%8%

c

4195519554**35**619264019950-74%
8%15%4%16%26%**13%**12%16%24%19%15%

ba

377344272984**43**217268777275-100%
71%57%33%60%40%**16%**4%14%24%41%58%

abadcdbcd

5312891281214208**277**471231112131342Answered
75.9467.0343.7669.8757.17**33.02**23.5133.4144.1554.5567.38Mean

badcdbcd
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041814539922204126471385Unweighted total
*123113241013636218191118451342Weighted total

**251987082103**9369**2580-24%
**20%17%17%61%28%**48%58%**19%

a

**1395382563**3622**11325-49%
**11%8%9%18%17%**19%19%**8%

**23166631279**1611**19950-74%
**19%15%15%9%22%**9%9%**15%

b

**6167423916116**4616**77275-100%
**50%59%58%12%32%**24%14%**58%

cb

**1231132410136362**191118**1342Answered
**62.7668.9067.5627.9149.81**38.9329.96**67.38Mean

cb
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414478111188112938237311477683511385Unweighted total
2677810124007311132*107346351*1126963361342Weighted total

**163189131153204**53113137**34143822580-24%
**21%19%33%21%18%**50%33%39%**30%21%24%19%

ababb

**6389717998**166270**14723611325-49%
**8%9%18%11%9%**15%18%20%**12%10%11%8%

ab

**12015976125163**107053**151184519950-74%
**15%16%19%17%14%**9%20%15%**14%17%13%15%

ac

**431574121373668**2810191**4936417277275-100%
**55%57%30%51%59%**26%29%26%**44%52%51%58%

cbc

**77810124007311132**107346351**1126963361342Answered
**65.9266.9347.1262.6068.31**38.1746.6041.78**55.5263.3461.3167.38Mean

cbcacc
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
321213383998353582462193261385Unweighted total
523173175595842572271782871342Weighted total

********16417813227757822580-24%
********22%19%30%38%34%32%29%19%

********5986121140305511325-49%
********8%9%29%20%18%17%19%8%

b

********1121478535376119950-74%
********15%15%18%9%16%21%21%15%

dd

********41954791975558877275-100%
********56%57%23%33%33%31%31%58%

********75595842572271782871342Answered
********65.9667.0143.6743.8547.4048.0448.7467.38Mean
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115316732115433631323843136311591362119613541385Unweighted total
110017244108623061283808131210791315110713061342Weighted total

19454**206**912511702532282552292532580-24%
18%31%**19%**30%20%21%19%21%19%21%19%19%

bab

9118**95**301097710810011210111211325-49%
8%11%**9%**10%8%9%8%9%9%9%9%8%

16922**166**4919413119717319716519519950-74%
15%13%**15%**16%15%16%15%16%15%15%15%15%

64578**618**13672943075357975061274677275-100%
59%45%**57%**44%57%53%57%54%57%55%57%58%

acc

1100172**1086**3061283808131210791315110713061342Answered
68.6155.56**67.10**57.3666.9064.7267.3164.9267.0665.5167.0667.38Mean

abcc
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
60777811715914425297315622660122361385Unweighted total
59374911525712926094613121560152331342Weighted total

138121177225742168488127**912580-24%
23%16%15%39%44%16%18%37%37%46%**39%19%

accbc

4469825253171113111**3511325-49%
7%9%7%9%20%12%8%8%14%17%**15%8%

cb

811181817113215015195**2119950-74%
14%16%16%12%9%12%16%12%9%8%**9%15%

a

3314417122336155557578417**8677275-100%
56%59%62%39%27%60%59%44%39%29%**37%58%

abaa

59374911525712926094613121560**2331342Answered
65.1669.1471.1949.7041.7269.2968.4955.0451.4941.66**49.4267.38Mean

babaa
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
85109137103851411191201351091091331385Unweighted total
71116141159908512214088121121881342Weighted total

1422302117162530183220132580-24%
19%19%21%13%19%18%20%22%20%27%17%15%19%

ai

587136814418912711325-49%
7%7%5%8%7%10%12%3%21%8%10%8%8%

eeabcefghijke
l

1223201913719321320101219950-74%
17%20%14%12%14%8%16%23%15%16%8%14%15%

bgbgi

416385106545464733860795677275-100%
58%54%60%67%60%63%53%52%44%50%65%63%58%

ddcdefdcdcdecd

71116141159908512214088121121881342Answered
68.6966.0667.7175.0969.0368.4163.4664.2259.7461.6971.0771.7867.38Mean

cdefddcdf

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 12  (continuation)                                                                                                                                                    Page 260

Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3313293743511385Unweighted total
3293343503291342Weighted total

665473662580-24%
20%16%21%20%19%

2028372811325-49%
6%8%10%9%8%

d

5538654219950-74%
17%12%18%13%15%

ac

18821417619477275-100%
57%64%50%59%58%

bb

3293343503291342Answered
67.3471.7562.8367.8367.38Mean

b
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
7022641692062172852137518735Unweighted total
291354206269274617706733Weighted total

10**16576412**371811920-24%
34%**29%28%24%43%**51%42%26%26%

aaa

4**822314**12768025-49%
15%**15%11%11%14%**23%10%11%11%

ab

5**630424**1312813250-74%
17%**12%15%16%16%**17%16%18%18%

10**24971327**1632132875-100%
34%**45%47%49%27%**9%32%45%45%

eccbce

29**5420626927**617706733Answered
53.13**56.5958.3760.6743.24**30.1947.4858.8558.28Mean

ccbce
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfe*dcbaSignificance Level: 95%
867885486385864825020843555735Unweighted total
31343863050678111559221144973733Weighted total

101114156**172120****29**341920-24%
33%34%38%25%**25%25%17%****25%**46%26%

efefefjeeeeecefghij

44567**14218****8**48025-49%
13%12%12%11%**21%3%15%****7%**6%11%

gigigigacgijgiagigi

554117**41026****22**1013250-74%
17%15%12%19%**7%12%23%****20%**13%18%

hhhaghjklmh

121315289**324851****54**2532875-100%
37%39%38%46%**48%60%44%****48%**34%45%

aejklm

313438630**6781115****114**73733Answered
51.7750.1150.9059.48**57.0165.8761.10****60.41**47.4458.28Mean

aklaklmaklmalala
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
806551895462442617243461311625735Unweighted total
63670155578232321528436119818733Weighted total

211714414880****53****8**1920-24%
34%26%29%26%34%****19%****8%**26%

bebbe

1070116930****23****12**8025-49%
16%10%7%12%13%****8%****12%**11%

16116349856****37****25**13250-74%
25%17%22%17%24%****13%****26%**18%

ee

163126626267****171****53**32875-100%
25%47%42%45%29%****60%****54%**45%

bdhdh

63670155578232****284****98**733Answered
47.6059.2957.0858.6047.98****68.87****68.37**58.28Mean

bdhdh
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26811434218717735Unweighted total
26511833527706733Weighted total

574292**1821920-24%
21%36%27%**26%26%

c

181746**788025-49%
7%14%14%**11%11%

cc

482361**12713250-74%
18%20%18%**18%18%

14236137**31932875-100%
54%30%41%**45%45%

abb

265118335**706733Answered
64.7948.0155.35**58.5758.28Mean

abb
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2633641081253682-116441210472735Unweighted total
218373143440693-**3136178515733Weighted total

4210347**6187************361501920-24%
19%28%33%**15%27%************20%29%26%

cccjbcj

205110**278************18618025-49%
9%14%7%**5%11%************10%12%11%

357126**5127************309713250-74%
16%19%18%**12%18%************17%19%18%

12114859**28301************9420732875-100%
56%40%41%**69%43%************53%40%45%

ababiabiai

218373143**40693************178515733Answered
66.2754.6055.70**77.6657.16************63.7154.9058.28Mean

ababiabiai
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5481633478550225735544424471735Unweighted total
-421925456519190733498365420733Weighted total

************152155681921821371681920-24%
************33%30%36%26%37%38%40%26%

addfdfdf

************656130806955618025-49%
************14%12%16%11%14%15%15%11%

dd

************1109939132113819013250-74%
************24%19%20%18%23%22%21%18%

d

************130204533281349010132875-100%
************28%39%28%45%27%25%24%45%

babceabce

************456519190733498365420733Answered
************46.7953.6345.3858.2844.7143.7841.7758.28Mean

babceabcef
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51251391551206-24-611712735Unweighted total
4741211571423-12-48718733Weighted total

**36425445**************1891920-24%
**49%35%34%32%**************26%26%

abc

**1030209**************808025-49%
**14%25%13%6%**************11%11%

aabd

**15243934**************13013250-74%
**21%20%25%24%**************18%18%

**12254353**************32032875-100%
**16%21%28%38%**************45%45%

dcd

**74121157142**************718733Answered
**35.0840.6045.7553.11**************58.1358.28Mean

dcd
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
23521173562305204101494175149303735Unweighted total
13484168565281134391478182151307733Weighted total

**17814179112**73**524441161920-24%
**37%8%32%40%**17%**7%13%29%38%26%

bacdcd

**6867444**34**61923328025-49%
**14%4%13%16%**8%**8%11%15%10%11%

ba

**1121411845**86**1141294913250-74%
**23%9%21%16%**20%**14%23%19%16%18%

b

**12613419579**246**55985411132875-100%
**26%80%34%28%**56%**71%54%36%36%45%

acabcab

**484168565281**439**78182151307733Answered
**44.2181.8451.2744.51**67.78**78.8666.9652.0550.0558.28Mean

acabcab
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1934462162325021316016873735Unweighted total
*753961992295021015315880733Weighted total

**341618127165**272971920-24%
**45%41%41%12%33%**18%18%9%26%

b

**959301961**161648025-49%
**13%15%15%8%12%**10%10%5%11%

**2083463498**38291913250-74%
**26%21%23%15%20%**25%18%24%18%

**129342149177**72844932875-100%
**16%24%21%65%35%**47%53%62%45%

a

**75396199229502**15315880733Answered
**39.4541.2840.4772.8651.44**60.9863.2275.6058.28Mean

ab
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
173424225684024531176485519196381203735Unweighted total
16301388554351408*153482523*78329184733Weighted total

**116151173135164**33143123**30134641920-24%
**38%39%31%38%40%**22%30%24%**39%41%34%26%

ccac

**4848635259**105750**1053238025-49%
**16%12%11%15%14%**6%12%10%**13%16%12%11%

c

**62961028186**309499**20684913250-74%
**20%25%18%23%21%**19%19%19%**26%21%27%18%

**77932168399**81188251**18744932875-100%
**25%24%39%24%24%**53%39%48%**22%23%27%45%

abbb

**301388554351408**153482523**78329184733Answered
**43.0642.8553.4743.0041.63**66.2054.3661.22**45.9441.4646.8158.28Mean

abbbb
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42012193303975869309254382735Unweighted total
5228192863604670301220369733Weighted total

********115142102093741311920-24%
********40%39%22%28%31%33%35%26%

e

********44451053231478025-49%
********16%13%22%7%11%14%13%11%

cd

********5587141958437313250-74%
********19%24%31%27%19%20%20%18%

ac

********728511271197311832875-100%
********25%24%24%38%40%33%32%45%

ae

********2863604670301220369733Answered
********42.1842.7153.0158.9754.7649.4748.3358.28Mean

aba
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
538119185571264701504722686716638710735Unweighted total
52112525533*244700498714667707615701733Weighted total

15532**152**521821251891691881721881920-24%
30%25%**29%**21%26%25%26%25%27%28%27%26%

6313**67**25785779767771778025-49%
12%11%**13%**10%11%11%11%11%11%12%11%11%

10520**102**431269912712413012112813250-74%
20%16%**19%**18%18%20%18%19%18%20%18%18%

19860**211**12431421731929831325130832875-100%
38%48%**40%**51%45%43%45%45%44%41%44%45%

b

521125**533**244700498714667707615701733Answered
53.2259.73**54.57**62.7158.2657.6958.0558.4357.7655.3557.5158.28Mean
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
363372497661661054811442446611261735Unweighted total
384350493701681044781422506512273733Weighted total

7911415810253113426339**381920-24%
20%33%32%14%15%30%28%18%13%13%**14%26%

babaa

354564791158924***248025-49%
9%13%13%10%5%10%12%6%9%1%**9%11%

aaa

6171967292988154011**4713250-74%
16%20%20%10%17%28%18%11%16%17%**17%18%

aba

20912017546106341989215445**16432875-100%
54%34%35%66%63%33%41%65%62%69%**60%45%

accbc

3843504937016810447814225065**273733Answered
65.3350.5450.8971.9074.0051.5955.9470.5571.3476.07**70.7358.28Mean

accbc
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
446774555266596466665963735Unweighted total
347483815333707641817137733Weighted total

**162418138192313242081920-24%
**22%29%22%24%23%28%31%32%29%28%23%26%

**61073468611678025-49%
**8%12%9%5%13%9%11%14%13%8%19%11%

h

**1512915214171479913250-74%
**20%15%11%29%6%20%23%35%9%13%24%18%

cggbcgigcgbcgijcg

**37374723203026839361332875-100%
**50%44%58%43%59%43%35%19%48%50%34%45%

dddadedadedddd

**7483815333707641817137733Answered
**62.5056.9366.1260.8865.5053.4353.2044.9757.5262.0553.2758.28Mean
dddaddaddd
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
185173189188735Unweighted total
191167186189733Weighted total

463856521920-24%
24%23%30%28%26%

211421248025-49%
11%9%11%12%11%

3526462613250-74%
18%15%25%14%18%

ac

8889648732875-100%
46%53%34%46%45%

bbb

191167186189733Answered
59.5164.3351.4858.3958.28Mean

bb
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
9741102327389370398424710131383Unweighted total
412991382480455102913171362Weighted total

22**5020925727**7177017280-24%
54%**55%55%53%61%**64%58%53%53%

dddaab

3**920414**13879125-49%
8%**10%5%9%9%**8%9%7%7%

d

10**736563**1213814150-74%
23%**8%9%12%7%**8%7%10%10%

abce

6**2411712711**2839140275-100%
16%**26%31%26%24%**21%27%30%30%

abceeedde

41**9138248045**102913171362Answered
32.65**34.6138.7537.5531.39**28.2834.0838.9938.74Mean

abcecde

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 14                                                                                                                                                                    Page 277

Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

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

Humber

mlkjihgfedcbaSignificance Level: 95%
18618516584775891011539335123571211383Unweighted total

708268114211111112122112143164871611362Weighted total

37373262260597112350**10547887280-24%
53%46%47%54%53%53%58%56%41%**64%54%54%53%

eleledekl

466752451615**131289125-49%
6%8%8%7%2%3%4%7%12%**8%14%5%7%

ihiaghijm

7111011381372714**11101414150-74%
10%13%15%10%7%11%6%12%12%**7%12%8%10%

cgcg

2227213324235385542**35185240275-100%
31%33%31%29%38%32%31%25%35%**22%20%32%30%

cbcfc

7082681142111111121221121**164871611362Answered
40.8842.8141.7538.1443.8538.9536.8435.5645.73**30.6134.0240.2538.74Mean

cccccfc
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
1321251393990498803836712035159741383Unweighted total

9212703311031465873042611432133651362Weighted total

5567316756126060**23550**70187280-24%
60%53%50%54%56%69%**55%44%**53%28%53%

adfabdefhadfafafaf

88317744411**193**769125-49%
9%6%5%7%9%12%**5%3%**5%9%7%

decdef

613542995010**3511**171114150-74%
6%11%13%10%11%11%**8%10%**13%17%10%

e

243781062961116**13650**393040275-100%
26%30%32%29%24%7%**32%44%**29%47%30%

gbcdeghghbeghggbegh

921270331103146587**426114**133651362Answered
33.9539.0941.2337.9434.9022.38**38.3250.08**39.4157.8238.74Mean

gbcdeghgbeghggbcegh
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3702267755313301383Unweighted total
3412247826812941362Weighted total

246115358287017280-24%
72%52%46%40%54%53%

abb

2125446859125-49%
6%11%6%9%7%7%

ac

142698413714150-74%
4%12%13%6%11%10%

cc

59572833037240275-100%
17%25%36%45%29%30%

cbca

3412247826812941362Answered
23.8137.7645.5852.1338.0338.74Mean

cbca
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31869337212491334-11643726910651383Unweighted total
2476634526351327-*2313021111151362Weighted total

196369164****697************1645337280-24%
79%56%36%****53%************78%48%53%

abaaiaabiai

175321****91************17749125-49%
7%8%5%****7%************8%7%7%

aj

96171****141************913214150-74%
4%9%16%****11%************4%12%10%

cbcbcjbcj

25180197****399************2137740275-100%
10%27%43%****30%************10%34%30%

cbcbcjbcij

247663452****1327************21111151362Answered
16.7236.5553.95****39.41************17.2443.6138.74Mean

cbcbcjbcij
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517316387513074925769996648981383Unweighted total
2655154385312824255499295888201362Weighted total

**********275706802504296234135427280-24%
**********63%67%53%59%78%67%70%66%53%

fabcefefefef

**********4758935448055759125-49%
**********8%9%7%8%8%9%9%9%7%

**********311813242381206610814150-74%
**********6%14%10%10%7%13%11%13%10%

cddddf

**********10913809839107559640275-100%
**********23%11%30%23%7%11%9%12%30%

aabcdeabcddd

**********4385312824255499295888201362Answered
**********29.0822.8738.7134.1315.9523.1621.5323.5038.74Mean

abcdeabcdddd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
52032582812525-23-5115551383Unweighted total
51222292892843-12-285371362Weighted total

**94163183181**************4197280-24%
**78%71%63%64%**************78%53%

ab

**12173021**************449125-49%
**10%7%10%7%**************8%7%

**5224548**************3614150-74%
**4%9%16%17%**************7%10%

dcdcd

**11283135**************3840275-100%
**9%12%11%12%**************7%30%

**122229289284**************5371362Answered
**16.3922.2424.5124.97**************16.0238.74Mean

ddd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
3796217712062101435211851441192171383Unweighted total
2990117211911731136511721471142051362Weighted total

**600131597121**297**65121811537280-24%
**67%76%50%70%**81%**89%82%71%75%53%

acabb

**7788214**30**51412149125-49%
**9%5%7%8%**8%**6%9%11%7%7%

**120513620**18***6131714150-74%
**13%3%11%12%**5%***%4%12%8%10%

bbacdd

**1042737518**21**3672040275-100%
**12%16%32%10%**6%**4%4%6%10%30%

bac

**9011721191173**365**721471142051362Answered
**23.4120.9241.3121.25**13.70**7.5512.9720.8618.2638.74Mean

badcdcd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-13386930718938618165144541383Unweighted total
-9179729118436317152137541362Weighted total

**69526220154273**124108487280-24%
**75%66%76%84%75%**82%79%90%53%

bba

**97225935**7739125-49%
**10%9%9%5%10%**4%5%5%7%

**910622830**129214150-74%
**10%13%8%4%8%**8%7%3%10%

a

**594241425**913140275-100%
**5%12%8%7%7%**6%10%1%30%

ca

**91797291184363**152137541362Answered
**17.8923.6918.0513.2317.42**15.6216.5111.2238.74Mean

ac
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
22655759447635866-142390404-1226132611383Unweighted total
26573710413565794-124369391-895442421362Weighted total

**380469319395520**114290316**703801887280-24%
**66%66%77%70%66%**92%79%81%**79%70%78%53%

ababbb

**5262355272**23030**954189125-49%
**9%9%8%9%9%**1%8%8%**10%10%7%7%

cc

**731032966108**62220**6591614150-74%
**13%15%7%12%14%**5%6%5%**6%11%7%10%

cc

**6875305294**32724**4512140275-100%
**12%11%7%9%12%**2%7%6%**5%9%8%30%

cc

**573710413565794**124369391**895442421362Answered
**23.6223.7116.7821.6623.83**8.9715.8714.45**15.7821.8418.0038.74Mean

ccccc
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
422193363572451562472033081383Unweighted total
726163655067739552311702791362Weighted total

********35844437531961332117280-24%
********65%66%94%97%85%78%76%53%

ababca

********4962111519269125-49%
********9%9%4%2%6%11%9%7%

d

********70971*12111714150-74%
********13%14%2%*%5%7%6%10%

********7273*1872440275-100%
********13%11%*%1%4%4%9%30%

cde

********55067739552311702791362Answered
********24.7623.987.987.0312.4415.1718.2238.74Mean

ddecde
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
112317633113123651317811136811451332114313191383Unweighted total
108119746109513211296783134710861302107612911362Weighted total

544125**555**2177084697246127166047137280-24%
50%64%**51%**68%55%60%54%56%55%56%55%53%

babb

7015**80**20884890738987859125-49%
6%8%**7%**6%7%6%7%7%7%8%7%7%

1317**123**261398413811813710713714150-74%
12%4%**11%**8%11%11%10%11%11%10%11%10%

a

33649**337**5936118339528336027835540275-100%
31%25%**31%**18%28%23%29%26%28%26%28%30%

ac

1081197**1095**3211296783134710861302107612911362Answered
41.0531.70**40.50**27.5137.3732.8738.4635.5137.0535.3236.8738.74Mean

aaccb
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61676711257717324395717924971132701383Unweighted total
62773611217816224394716723872162661362Weighted total

3393895585711211447713217753**1937280-24%
54%53%50%74%69%47%50%79%74%74%**73%53%

ccbc

33587731118685132**159125-49%
5%8%7%4%7%7%7%3%5%3%**5%7%

baa

618013425261069125**1514150-74%
10%11%12%2%3%11%11%5%5%7%**6%10%

abaa

194208352163585296213611**4340275-100%
31%28%31%20%21%35%31%13%15%16%**16%30%

abaa

62773611217816224394716723872**2661362Answered
39.9437.7241.5324.7726.3944.1341.0518.9722.8922.86**24.0238.74Mean

abaa
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
8911612787891291231401221191141281383Unweighted total
70123138127967713915984128127941362Weighted total

3365786647437499357562527280-24%
48%52%56%52%49%56%53%63%41%58%49%55%53%

ddbdhldd

39128108411841139125-49%
4%8%8%6%11%11%3%7%9%3%9%3%7%

acfacfff

820911751516121911714150-74%
12%16%7%9%7%7%11%10%14%15%9%8%10%

agjjgj

25294042322045333031423240275-100%
36%24%29%33%34%26%33%20%35%24%34%34%30%

eeeeeee

70123138127967713915984128127941362Answered
45.1837.4036.4040.4742.2934.9440.6630.8546.7934.8840.9241.9238.74Mean

eeecegjee
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3323053853611383Unweighted total
3313003823491362Weighted total

1761562081887280-24%
53%52%55%54%53%

242622189125-49%
7%9%6%5%7%

3723443714150-74%
11%8%11%11%10%

959410810540275-100%
29%31%28%30%30%

3313003823491362Answered
38.6339.6337.9338.9738.74Mean
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1014298308370404471002579811385Unweighted total

442986352465496123112931342Weighted total

39**7932644740**1025121812581-24             (12.5)
89%**92%92%96%83%**82%83%94%94%

bebcde

4**67144**12465025 - 49          (37.0)
9%**7%2%3%9%**11%7%4%4%

abbaaaa

1**1632***2141650 - 99          (75.0)
2%**1%2%1%5%**3%6%1%1%

aa

***-211***145100 - 249       (175.0)
*%**-%1%*%2%**1%2%*%*%

aaa

-**-4-*****45250 - 499       (375.0)
-%**-%1%-%1%**2%1%*%*%

aa

***-6-***-*66500 - 4,999    (2750.0)
*%**-%2%-%1%**-%1%*%*%

a

5,000 - 49
-**-2--**--22,999          (27500.0)
-%**-%1%-%-%**-%-%*%*%

50,000 -
-**----**----499,999      (275000.0)
-%**-%-%-%-%**-%-%-%-%

500,000 - 4
-**----**----,999,999    (2750000.0)
-%**-%-%-%-%**-%-%-%-%

-**----**----5m +        (5500000.0)
-%**-%-%-%-%**-%-%-%-%

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

43**8533246145**122812631308Net: 0-49
98%**99%94%99%92%**93%90%98%97%

bbbce

1**12044**133034Net: 50+
2%**1%6%1%8%**7%10%2%3%

acaaa

44**8635246549**123112931342Answered
22.47**14.62235.3314.0140.46**27.4940.5774.5873.34Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
17218016986468851061579434146601141385Unweighted total

61736811409010912722211641190891561342Weighted total

56676210748199116212112**1818714712581-24             (12.5)
90%92%91%94%90%91%91%96%97%**96%97%94%94%

43241471164**2255025 - 49          (37.0)
6%5%3%4%5%6%9%3%3%**1%3%3%4%

cccfjk

11310*3-2***1-41650 - 99          (75.0)
2%2%4%1%*%3%-%1%*%**1%-%3%1%

cfgj

1112-*-*-**2--5100 - 249       (175.0)
1%2%1%*%-%*%-%*%-%**1%-%-%*%

jj

---54*-*-**---5250 - 499       (375.0)
-%-%-%*%5%*%-%*%-%**-%-%-%*%

acefgjklm

--15---2-**3--6500 - 4,999    (2750.0)
-%-%1%*%-%-%-%1%-%**2%-%-%*%

5,000 - 49
---2-----**---2,999          (27500.0)
-%-%-%*%-%-%-%-%-%**-%-%-%*%

acefghjklm

50,000 -
---------**----499,999      (275000.0)
-%-%-%-%-%-%-%-%-%**-%-%-%-%

500,000 - 4
---------**----,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%**-%-%-%-%

---------**----5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%**-%-%-%-%

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

597064111586106127218116**184891511308Net: 0-49
96%96%94%98%95%97%100%98%100%**97%100%97%97%

kdiklmkdikk

2342553-4***6-434Net: 50+
4%4%6%2%5%3%-%2%*%**3%-%3%3%

ggbefgjegeg

617368114090109127222116**190891561342Answered
17.6417.9941.9581.7531.2416.5414.6441.2913.39**59.1913.1514.9173.34Mean

aeglmacefghjklm
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
16212233811004617983328912034127591385Unweighted total
129121332110215821052833210931100471342Weighted total

117114130595353796**322104**924312581-24             (12.5)
91%94%95%93%92%91%**97%96%**92%93%94%

bgh

9411139244**74**725025 - 49          (37.0)
7%3%3%4%4%4%**2%4%**7%5%4%

aee

*1621410***31**111650 - 99          (75.0)
*%1%1%1%2%*%**1%1%**1%2%1%

151432**1-**-*5100 - 249       (175.0)
1%*%*%*%*%2%***%-%**-%*%*%

232232**--***-5250 - 499       (375.0)
1%*%1%*%*%2%**-%-%***%-%*%

ae

-6*642**--***-6500 - 4,999    (2750.0)
-%*%*%1%1%2%**-%-%***%-%*%

e

5,000 - 49
-2-22-**--**--2,999          (27500.0)
-%*%-%*%*%-%**-%-%**-%-%*%

50,000 -
------**--**---499,999      (275000.0)
-%-%-%-%-%-%**-%-%**-%-%-%

500,000 - 4
------**--**---,999,999    (2750000.0)
-%-%-%-%-%-%**-%-%**-%-%-%

------**--**---5m +        (5500000.0)
-%-%-%-%-%-%**-%-%**-%-%-%

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

1261182316992561100**328108**99461308Net: 0-49
98%97%98%97%96%95%**99%99%**99%98%97%

ghg

331529216**41**1134Net: 50+
2%3%2%3%4%5%**1%1%**1%2%3%

ede

12912133211021582105**332109**100471342Answered
20.5578.9518.3490.65139.8470.73**13.9213.88**18.0115.1873.34Mean

e
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3502158045013351385Unweighted total
3102098036912731342Weighted total

280191767**119512581-24             (12.5)
90%91%95%**94%94%

bc

161222**445025 - 49          (37.0)
5%6%3%**3%4%

aa

5111**161650 - 99          (75.0)
1%*%1%**1%1%

131**55100 - 249       (175.0)
*%1%*%***%*%

a

2*2**55250 - 499       (375.0)
1%*%*%***%*%

42-**66500 - 4,999    (2750.0)
1%1%-%***%*%

aa

5,000 - 49
2--**22,999          (27500.0)
1%-%-%***%*%

a

50,000 -
---**--499,999      (275000.0)
-%-%-%**-%-%

500,000 - 4
---**--,999,999    (2750000.0)
-%-%-%**-%-%

---**--5m +        (5500000.0)
-%-%-%**-%-%

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

296203789**12391308Net: 0-49
96%97%98%**97%97%

c

14614**3434Net: 50+
4%3%2%**3%3%

a

310209803**12731342Answered
249.4941.0515.32**76.5273.34Mean

aa
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2837233799381347-11432924511021385Unweighted total
2026834583211321-*21*1818111401342Weighted total

159647452****1249************149109912581-24             (12.5)
79%95%99%****95%************83%96%94%

cbcbjjbij

21264****45************16295025 - 49          (37.0)
10%4%1%****3%************9%3%4%

abaabiai

862****15************881650 - 99          (75.0)
4%1%*%****1%************4%1%1%

abaai

32-****3************125100 - 249       (175.0)
2%*%-%*****%************1%*%*%

ababi

22-****5************225250 - 499       (375.0)
1%*%-%*****%************1%*%*%

aai

6--****4************4-6500 - 4,999    (2750.0)
3%-%-%*****%************2%-%*%

ababiai

5,000 - 49
2--****-************--2,999          (27500.0)
1%-%-%****-%************-%-%*%

ababi

50,000 -
---****-************---499,999      (275000.0)
-%-%-%****-%************-%-%-%

500,000 - 4
---****-************---,999,999    (2750000.0)
-%-%-%****-%************-%-%-%

---****-************---5m +        (5500000.0)
-%-%-%****-%************-%-%-%

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

180673456****1294************16611281308Net: 0-49
89%99%100%****98%************92%99%97%

ccbjjbj

22102****27************151234Net: 50+
11%1%*%****2%************8%1%3%

ababiai

202683458****1321************18111401342Answered
405.9315.6112.98****24.12************84.4914.5673.34Mean

abaabiaai
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1751734731248945399544138585312461385Unweighted total
265516501258875334498134276811931342Weighted total

**********-12588042834561258705111612581-24             (12.5)
**********-%100%92%85%92%94%92%94%94%

bceeeee

**********50-4328255036455025 - 49          (37.0)
**********100%-%5%8%5%4%5%4%4%

acabcdf

**********--13991612151650 - 99          (75.0)
**********-%-%1%3%2%1%2%1%1%

abc

**********--5315555100 - 249       (175.0)
**********-%-%1%1%*%*%1%*%*%

**********--5425255250 - 499       (375.0)
**********-%-%1%1%*%*%*%*%*%

abc

**********--4546666500 - 4,999    (2750.0)
**********-%-%*%1%1%*%1%*%*%

c

5,000 - 49
**********--22-2222,999          (27500.0)
**********-%-%*%1%-%*%*%*%*%

50,000 -
**********---------499,999      (275000.0)
**********-%-%-%-%-%-%-%-%-%

500,000 - 4
**********---------,999,999    (2750000.0)
**********-%-%-%-%-%-%-%-%-%

**********---------5m +        (5500000.0)
**********-%-%-%-%-%-%-%-%-%

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

**********501258846311481130874011611308Net: 0-49
**********100%100%97%93%97%97%96%97%97%

cceeeee

**********--29231734283334Net: 50+
**********-%-%3%7%3%3%4%3%3%

ababcdf

**********501258875334498134276811931342Answered
**********37.0012.5099.56241.7538.9573.34116.6280.5173.34Mean

cd
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894254-22-585271385Unweighted total
51433044084822-1*-274871342Weighted total

**118288385463**************45112581-24             (12.5)
**83%95%95%96%**************93%94%

ddd

**1912127**************215025 - 49          (37.0)
**13%4%3%1%**************4%4%

abca

**2158**************81650 - 99          (75.0)
**2%*%1%2%**************2%1%

**3111**************15100 - 249       (175.0)
**2%*%*%*%***************%*%

abc

**-2*2**************25250 - 499       (375.0)
**-%1%*%*%***************%*%

***-21**************36500 - 4,999    (2750.0)
***%-%1%*%**************1%*%

5,000 - 49
**--2-**************-2,999          (27500.0)
**-%-%1%-%**************-%*%

50,000 -
**----**************--499,999      (275000.0)
**-%-%-%-%**************-%-%

500,000 - 4
**----**************--,999,999    (2750000.0)
**-%-%-%-%**************-%-%

**----**************--5m +        (5500000.0)
**-%-%-%-%**************-%-%

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

**137300397469**************4721308Net: 0-49
**96%99%97%97%**************97%97%

d

**531013**************1534Net: 50+
**4%1%3%3%**************3%3%

c

**143304408482**************4871342Answered
**22.1016.43179.8323.44**************31.7873.34Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
6013251411244249192766611301162311385Unweighted total
5312891281214208122774471231112131342Weighted total

5112071231135193**254**3911610019712581-24             (12.5)
96%94%96%93%92%**91%**84%94%91%92%94%

dd

1493479**14**45885025 - 49          (37.0)
1%4%2%4%4%**5%**10%4%7%4%4%

1151154**5***3241650 - 99          (75.0)
2%1%1%1%2%**2%**1%2%2%2%1%

*5*5***1**1*1*5100 - 249       (175.0)
*%*%*%*%*%***%**1%*%1%*%*%

*4*42******--25250 - 499       (375.0)
*%*%*%*%1%***%***%-%-%1%*%

-6-6-**4**2--26500 - 4,999    (2750.0)
-%*%-%*%-%**1%**5%-%-%1%*%

abc

5,000 - 49
-2-2-**-**----2,999          (27500.0)
-%*%-%*%-%**-%**-%-%-%-%*%

50,000 -
-----**-**-----499,999      (275000.0)
-%-%-%-%-%**-%**-%-%-%-%-%

500,000 - 4
-----**-**-----,999,999    (2750000.0)
-%-%-%-%-%**-%**-%-%-%-%-%

-----**-**-----5m +        (5500000.0)
-%-%-%-%-%**-%**-%-%-%-%-%

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

5212561261182202**267**441201082051308Net: 0-49
98%97%99%97%97%**96%**93%98%98%96%97%

1332327**10**333834Net: 50+
2%3%1%3%3%**4%**7%2%2%4%3%

5312891281214208**277**471231112131342Answered
15.1075.7214.7379.5218.86**55.00**142.7014.9116.2742.3373.34Mean

abc
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041814539922204126471385Unweighted total
*123113241013636218191118451342Weighted total

**1121055386130326**180112**12581-24             (12.5)
**91%93%94%96%90%**94%95%**94%

a

**54518520**75**5025 - 49          (37.0)
**4%4%4%3%6%**4%4%**4%

**415418**11**1650 - 99          (75.0)
**3%1%1%*%2%**1%1%**1%

**353-1**2-**5100 - 249       (175.0)
**2%*%1%-%*%**1%-%***%

b

**-5-*2******5250 - 499       (375.0)
**-%*%-%*%1%***%*%***%

***6*-4**2-**6500 - 4,999    (2750.0)
***%1%*%-%1%**1%-%***%

b

5,000 - 49
**-2---**--**2,999          (27500.0)
**-%*%-%-%-%**-%-%***%

50,000 -
**-----**--**-499,999      (275000.0)
**-%-%-%-%-%**-%-%**-%

500,000 - 4
**-----**--**-,999,999    (2750000.0)
**-%-%-%-%-%**-%-%**-%

**-----**--**-5m +        (5500000.0)
**-%-%-%-%-%**-%-%**-%

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

**1161100403135346**187117**1308Net: 0-49
**95%97%98%99%96%**98%99%**97%

caa

**7327116**51**34Net: 50+
**5%3%2%1%4%**2%1%**3%

abb

**1231132410136362**191118**1342Answered
**21.2784.1415.9814.3648.16**40.6614.31**73.34Mean

b
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414478111188112938237311477683511385Unweighted total
2677810124007311132*107346351*1126963361342Weighted total

**7209463636681058**101311325**10463531312581-24             (12.5)
**93%94%91%91%93%**94%90%93%**93%91%93%94%

**3442213542**32315**335145025 - 49          (37.0)
**4%4%5%5%4%**2%7%4%**3%5%4%4%

**111081215**367**31251650 - 99          (75.0)
**1%1%2%2%1%**3%2%2%**2%2%1%1%

**54155***11**2525100 - 249       (175.0)
**1%*%*%1%*%***%*%*%**2%1%1%*%

**42224***22**-2-5250 - 499       (375.0)
**1%*%1%*%*%***%1%1%**-%*%-%*%

**45466***31***426500 - 4,999    (2750.0)
***%1%1%1%1%***%1%*%***%1%1%*%

5,000 - 49
**-2-22**---**-2-2,999          (27500.0)
**-%*%-%*%*%**-%-%-%**-%*%-%*%

50,000 -
**-----**---**----499,999      (275000.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

500,000 - 4
**-----**---**----,999,999    (2750000.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**-----**---**----5m +        (5500000.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

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

**7549893847041100**103334339**1076713271308Net: 0-49
**97%98%96%96%97%**97%96%97%**96%96%97%97%

**2423162732**31211**526934Net: 50+
**3%2%4%4%3%**3%4%3%**4%4%3%3%

**77810124007311132**107346351**1126963361342Answered
**31.1789.6545.01121.8084.07**18.0039.8827.93**20.02120.0431.2773.34Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
321213383998353582462193261385Unweighted total
523173175595842572271782871342Weighted total

********696895385421015926312581-24             (12.5)
********92%93%90%95%93%89%92%94%

********34403*1112155025 - 49          (37.0)
********4%4%6%1%5%7%5%4%

********1010225421650 - 99          (75.0)
********1%1%4%4%2%2%1%1%

aa

********44--1115100 - 249       (175.0)
********1%*%-%-%*%1%*%*%

********42--*225250 - 499       (375.0)
********1%*%-%-%*%1%1%*%

********65***136500 - 4,999    (2750.0)
********1%1%*%*%*%*%1%*%

5,000 - 49
********-2-----2,999          (27500.0)
********-%*%-%-%-%-%-%*%

50,000 -
********--------499,999      (275000.0)
********-%-%-%-%-%-%-%-%

500,000 - 4
********--------,999,999    (2750000.0)
********-%-%-%-%-%-%-%-%

********--------5m +        (5500000.0)
********-%-%-%-%-%-%-%-%

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

********73093540542211712781308Net: 0-49
********97%98%96%96%97%96%97%97%

********25232267934Net: 50+
********3%2%4%4%3%4%3%3%

********75595842572271782871342Answered
********38.9193.9522.9720.0117.1831.4150.7373.34Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115316732115433631323843136311591362119613541385Unweighted total
110017244108623061283808131210791315110713061342Weighted total

1035156**1016**29112067561230101412351035122712581-24             (12.5)
94%91%**94%**95%94%94%94%94%94%93%94%94%

435**42**8462848364639455025 - 49          (37.0)
4%3%**4%**2%4%3%4%3%3%4%3%4%

133**12**516916141616161650 - 99          (75.0)
1%2%**1%**2%1%1%1%1%1%1%1%1%

23**5**155535555100 - 249       (175.0)
*%2%***%***%*%1%*%*%*%*%*%*%

b

4***4**254555555250 - 499       (375.0)
*%*%***%**1%*%1%*%*%*%*%*%*%

33**4***43656666500 - 4,999    (2750.0)
*%2%***%***%*%*%*%*%*%1%*%*%

ba

5,000 - 49
-2**2**-22222222,999          (27500.0)
-%1%***%**-%*%*%*%*%*%*%*%*%

b

50,000 -
--**-**---------499,999      (275000.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

500,000 - 4
--**-**---------,999,999    (2750000.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

--**-**---------5m +        (5500000.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

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

1078161**1058**2991251784127810501281107412721308Net: 0-49
98%94%**97%**97%98%97%97%97%97%97%97%97%

a

2211**27**83224342934333434Net: 50+
2%6%**3%**3%2%3%3%3%3%3%3%3%

b

1100172**1086**3061283808131210791315110713061342Answered
22.80421.18**82.70**18.3671.68103.7674.7186.0474.5385.9574.9473.34Mean

b
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
60777811715914425297315622660122361385Unweighted total
59374911525712926094613121560152331342Weighted total

56269610805612024589011820357**21912581-24             (12.5)
95%93%94%97%93%94%94%90%94%94%**94%94%

173344*51229972**95025 - 49          (37.0)
3%4%4%1%4%5%3%7%3%4%**4%4%

b

10615*111312***21650 - 99          (75.0)
2%1%1%1%1%*%1%1%1%*%**1%1%

145*-*512***25100 - 249       (175.0)
*%1%*%*%-%*%*%*%1%*%**1%*%

*44-**4-*****5250 - 499       (375.0)
*%1%*%-%*%*%*%-%*%*%***%*%

*621315*11**16500 - 4,999    (2750.0)
*%1%*%1%3%*%*%*%1%1%**1%*%

bc

5,000 - 49
2-2----2--**-2,999          (27500.0)
*%-%*%-%-%-%-%2%-%-%**-%*%

bc

50,000 -
----------**--499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

500,000 - 4
----------**--,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

----------**--5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

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

57972911245612525791912721059**2281308Net: 0-49
98%97%98%98%97%99%97%97%98%98%**98%97%

14202814327451**534Net: 50+
2%3%2%2%3%1%3%3%2%2%**2%3%

59374911525712926094613121560**2331342Answered
117.6938.2773.8243.5683.4727.2229.62482.7231.0438.79**29.7973.34Mean

bc
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
85109137103851411191201351091091331385Unweighted total
71116141159908512214088121121881342Weighted total

691121351528983108134821111087512581-24             (12.5)
96%96%96%96%99%98%89%95%93%92%90%85%94%

afafafafabcfabcfaa

1334119255795025 - 49          (37.0)
2%2%2%3%1%1%8%1%6%4%6%11%4%

eghjeggceghijkl

1-32*113*1311650 - 99          (75.0)
1%-%2%1%*%1%1%2%1%1%2%1%1%

**---*1**12*5100 - 249       (175.0)
1%*%-%-%-%*%1%*%*%1%2%1%*%

------*2-2-*5250 - 499       (375.0)
-%-%-%-%-%-%*%1%-%2%-%*%*%

-1---*2--21*6500 - 4,999    (2750.0)
-%1%-%-%-%*%2%-%-%2%*%*%*%

5,000 - 49
-----------22,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%3%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

70114138157908411713687115115841308Net: 0-49
98%99%98%99%100%99%96%97%99%95%96%95%97%

a

1232*155155434Net: 50+
2%1%2%1%*%1%4%3%1%5%4%5%3%

d

71116141159908512214088121121881342Answered
14.6542.6114.2913.9512.9016.7365.1319.0414.7063.2529.83707.2473.34Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3313293743511385Unweighted total
3293343503291342Weighted total

31632432429412581-24             (12.5)
96%97%92%89%94%

abab

7616215025 - 49          (37.0)
2%2%5%6%4%

ccd

43451650 - 99          (75.0)
1%1%1%1%1%

1*135100 - 249       (175.0)
*%*%*%1%*%

--225250 - 499       (375.0)
-%-%1%1%*%

1*226500 - 4,999    (2750.0)
*%*%1%1%*%

5,000 - 49
---22,999          (27500.0)
-%-%-%1%*%

50,000 -
-----499,999      (275000.0)
-%-%-%-%-%

500,000 - 4
-----,999,999    (2750000.0)
-%-%-%-%-%

-----5m +        (5500000.0)
-%-%-%-%-%

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

3233303403151308Net: 0-49
98%99%97%96%97%

aa

63101534Net: 50+
2%1%3%4%3%

cd

3293343503291342Answered
24.3514.3834.03223.6973.34Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1014298308370404471002579811385Unweighted total

442986352465496123112931342Weighted total

9**3311920610**27472482Less than once a week
20%**39%34%44%20%**18%23%37%36%

eebdebcde

11**2211914611**38396408Once a week
26%**25%34%31%23%**21%27%31%30%

dddcde

More than once a week
12**21768812**48292304but not every day
27%**24%22%19%25%**29%25%23%23%

d

12**10362515**48128143Once a day
28%**12%10%5%31%**30%25%10%11%

abcabcaaaabceaa

-**-2****-*44Twice a day
-%**-%1%*%*%**-%1%*%*%

-**---****-12More than twice a day
-%**-%-%-%*%**2%-%*%*%

ab

-**----**----Don't know
-%**-%-%-%-%**-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfedcbaSignificance Level: 95%
17218016986468851061579434146601141385Unweighted total

61736811409010912722211641190891561342Weighted total

2518214183741398429**803958482Less than once a week
40%25%31%37%41%38%31%38%25%**42%43%37%36%

elelelleleklell

1521193532734397341**542245408Once a week
24%29%28%31%29%31%31%33%36%**29%25%29%30%

mm

More than once a week
1523172502027344132**352133304but not every day
24%31%24%22%22%25%26%18%28%**18%24%21%23%

cfj

8101111477152213**20620143Once a day
12%14%16%10%8%6%12%10%11%**10%7%13%11%

hj

--*3---2-**1*-4Twice a day
-%-%1%*%-%-%-%1%-%**1%*%-%*%

---2----***-1-2More than twice a day
-%-%-%*%-%-%-%-%*%**-%1%-%*%

j

---------**----Don't know
-%-%-%-%-%-%-%-%-%**-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
16212233811004617983328912034127591385Unweighted total
129121332110215821052833210931100471342Weighted total

5642612635622814**11654**2816482Less than once a week
43%35%39%35%39%14%**35%49%**28%34%36%

abgggbeghggg

3737110530318618**9829**3319408Once a week
29%31%33%30%32%17%**30%27%**33%41%30%

gcdeghggg

More than once a week
262775924411743**8018**296304but not every day
20%23%18%24%20%41%**24%17%**29%12%23%

bfadefhaffadfh

10133301124630**387**96143Once a day
8%11%9%11%8%29%**12%7%**9%13%11%

abcdefhff

-4*34-***-**--4Twice a day
-%*%*%*%1%-%***%-%**-%-%*%

-2-21-**--***-2More than twice a day
-%*%-%*%*%-%**-%-%***%-%*%

------**--**---Don't know
-%-%-%-%-%-%**-%-%**-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3502158045013351385Unweighted total
3102098036912731342Weighted total

6846363**457482Less than once a week
22%22%45%**36%36%

bc

8872237**386408Once a week
28%34%29%**30%30%

More than once a week
7865159**287304but not every day
25%31%20%**23%23%

aa

722545**138143Once a day
23%12%6%**11%11%

aba

31-**44Twice a day
1%1%-%***%*%

aa

2--**22More than twice a day
*%-%-%***%*%

a

---**--Don't know
-%-%-%**-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2837233799381347-11432924511021385Unweighted total
2026834583211321-*21*1818111401342Weighted total

27183272****480************25455482Less than once a week
14%27%59%****36%************14%40%36%

cbcbjbj

38233136****405************35369408Once a week
19%34%30%****31%************19%32%30%

ccbjbj

More than once a week
5520346****301************52249304but not every day
27%30%10%****23%************29%22%23%

aaai

77624****131************6566143Once a day
38%9%1%****10%************36%6%11%

abaabiaai

3*-****4************3*4Twice a day
2%*%-%*****%************2%*%*%

abai

*1-****2*************12More than twice a day
*%*%-%*****%*************%*%*%

---****-************---Don't know
-%-%-%****-%************-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1751734731248945399544138585312461385Unweighted total
265516501258875334498134276811931342Weighted total

**********746327067142482212430482Less than once a week
**********13%37%31%20%29%36%28%36%36%

bbeebdefebdef

**********12385264118157408225368408Once a week
**********24%31%30%35%32%30%29%31%30%

b

More than once a week
**********1228822184121304209267304but not every day
**********25%23%25%25%24%23%27%22%23%

ccac

**********191181166174143118123143Once a day
**********38%9%13%18%15%11%15%10%11%

acaacfacac

**********-23344344Twice a day
**********-%*%*%1%1%*%*%*%*%

**********-222*2222More than twice a day
**********-%*%*%*%*%*%*%*%*%

**********---------Don't know
**********-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894254-22-585271385Unweighted total
51433044084822-1*-274871342Weighted total

**---482**************141482Less than once a week
**-%-%-%100%**************29%36%

bcd

**--408-**************156408Once a week
**-%-%100%-%**************32%30%

acd

More than once a week
**-304--**************118304but not every day
**-%100%-%-%**************24%23%

abd

**143---**************67143Once a day
**100%-%-%-%**************14%11%

abc

**----**************44Twice a day
**-%-%-%-%**************1%*%

**----***************2More than twice a day
**-%-%-%-%***************%*%

**----**************--Don't know
**-%-%-%-%**************-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
6013251411244249192766611301162311385Unweighted total
5312891281214208122774471231112131342Weighted total

264565342965**77**3192396482Less than once a week
50%35%41%35%31%**28%**7%15%20%45%36%

adbcd

153933637259**92**7365261408Once a week
28%30%28%31%28%**33%**15%30%47%29%30%

dacdd

More than once a week
52992128353**64**12442342304but not every day
9%23%16%23%25%**23%**26%36%21%20%23%

bbab

71361912430**43**23241314143Once a day
13%11%15%10%14%**16%**48%20%12%6%11%

abca

-4-42**2**2--*4Twice a day
-%*%-%*%1%**1%**4%-%-%*%*%

abc

-2-2***-**--*-2More than twice a day
-%*%-%*%*%**-%**-%-%*%-%*%

-----**-**-----Don't know
-%-%-%-%-%**-%**-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041814539922204126471385Unweighted total
*123113241013636218191118451342Weighted total

**374071234399**6033**482Less than once a week
**30%36%30%31%27%**31%28%**36%

a

**3234914045112**5138**408Once a week
**26%31%34%33%31%**27%32%**30%

More than once a week
**34256973190**5230**304but not every day
**28%23%24%23%25%**27%26%**23%

**19116481756**2817**143Once a day
**15%10%12%13%16%**15%14%**11%

***4*-4**--**4Twice a day
***%*%*%-%1%**-%-%***%

**-22-***--**2More than twice a day
**-%*%*%-%*%**-%-%***%

**-----**--**-Don't know
**-%-%-%-%-%**-%-%**-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414478111188112938237311477683511385Unweighted total
2677810124007311132*107346351*1126963361342Weighted total

**244346110189397**3390104**3318994482Less than once a week
**31%34%27%26%35%**31%26%30%**29%27%28%36%

bc

**231314121216349**34113108**28200115408Once a week
**30%31%30%30%31%**32%33%31%**25%29%34%30%

c

More than once a week
**196233102207262**219084**2519475304but not every day
**25%23%26%28%23%**20%26%24%**22%28%22%23%

a

**10511462115119**184955**2711050143Once a day
**13%11%16%16%11%**17%14%16%**24%16%15%11%

aaab

**14434**14***-3*4Twice a day
***%*%1%*%*%**1%1%*%**-%*%*%*%

**21*22**-****-222More than twice a day
***%*%*%*%*%**-%*%*%**-%*%*%*%

**-----**---**----Don't know
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
321213383998353582462193261385Unweighted total
523173175595842572271782871342Weighted total

********2273331114593478482Less than once a week
********30%35%25%25%26%19%27%36%

bb

********2272941120785583408Once a week
********30%31%26%35%35%31%29%30%

More than once a week
********2002241210585178304but not every day
********27%23%28%18%26%29%27%23%

********96103812303644143Once a day
********13%11%19%21%13%20%15%11%

c

********33**1134Twice a day
*********%*%1%*%*%*%1%*%

********21--**-2More than twice a day
*********%*%-%-%*%*%-%*%

********--------Don't know
********-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115316732115433631323843136311591362119613541385Unweighted total
110017244108623061283808131210791315110713061342Weighted total

41034**384**122458297469379476371475482Less than once a week
37%20%**35%**40%36%37%36%35%36%33%36%36%

a

33452**344**75394231400329399338397408Once a week
30%30%**32%**25%31%29%31%30%30%31%30%30%

c

More than once a week
24355**243**72292188300247298262293304but not every day

22%32%**22%**24%23%23%23%23%23%24%22%23%

b

10831**109**3713688137120137131135143Once a day
10%18%**10%**12%11%11%10%11%10%12%10%11%

ba

4-**4***23444444Twice a day
*%-%***%***%*%*%*%*%*%*%*%*%

2-**2**-1*222222More than twice a day
*%-%***%**-%*%*%*%*%*%*%*%*%

--**-**---------Don't know
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
60777811715914425297315622660122361385Unweighted total
59374911525712926094613121560152331342Weighted total

212270418214392365227524**87482Less than once a week
36%36%36%37%33%36%39%17%35%39%**37%36%

aa

176232362123380289396910**72408Once a week
30%31%31%21%26%31%31%30%32%17%**31%30%

a

More than once a week
133171260152767201334518**46304but not every day

22%23%23%26%21%26%21%25%21%30%**20%23%

7072109924218735268**29143Once a day
12%10%9%16%18%8%9%26%12%13%**12%11%

cbc

*42-2-21--**-4Twice a day
*%*%*%-%2%-%*%1%-%-%**-%*%

c

1*2---1*--**-2More than twice a day
*%*%*%-%-%-%*%*%-%-%**-%*%

----------**--Don't know
-%-%-%-%-%-%-%-%-%-%**-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
85109137103851411191201351091091331385Unweighted total
71116141159908512214088121121881342Weighted total

234543614933335130364732482Less than once a week
32%39%31%39%54%39%27%36%34%30%39%36%36%

fabcdefgijk

l

182949482431284032513920408Once a week
25%25%34%30%26%37%23%28%36%42%32%23%30%

aafafaefhkl

More than once a week
223230341115373916211928304but not every day
31%27%21%21%12%18%30%28%18%18%16%31%23%

bcdghbhbcdghbhbcdgh

9818167521111013169143Once a day
12%7%13%10%8%6%18%8%11%11%13%10%11%

eghkg

-1---*2-*---4Twice a day
-%1%-%-%-%*%2%-%1%-%-%-%*%

--1--*------2More than twice a day
-%-%1%-%-%*%-%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3313293743511385Unweighted total
3293343503291342Weighted total

111143114114482Less than once a week
34%43%33%35%36%

abd

96103100110408Once a week
29%31%29%33%30%

More than once a week
84609268304but not every day
26%18%26%21%23%

cc

35284238143Once a day
11%8%12%11%11%

1*2-4Twice a day
*%*%1%-%*%

1*--2More than twice a day
*%*%-%-%*%

-----Don't know
-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
7022641692062172852137518735Unweighted total
291354206269274617706733Weighted total

27**5120526425**6166947181-24             (12.5)
91%**95%99%98%92%**97%92%98%98%

ceebe

2***-41***17825 - 49          (37.0)
7%***%-%2%5%**1%5%1%1%

abcaa

***1--*****3450 - 99          (75.0)
1%**3%-%-%1%**1%2%*%1%

ab

-**----**----100 - 249       (175.0)
-%**-%-%-%-%**-%-%-%-%

***1--***-*12250 - 499       (375.0)
1%**3%-%-%2%**-%1%*%*%

abaa

***-1-***--11500 - 4,999    (2750.0)
*%**-%1%-%*%**-%-%*%*%

5,000 - 49
-**----**----,999          (27500.0)
-%**-%-%-%-%**-%-%-%-%

50,000 -
-**----**----499,999      (275000.0)
-%**-%-%-%-%**-%-%-%-%

500,000 - 4
-**----**----,999,999    (2750000.0)
-%**-%-%-%-%**-%-%-%-%

-**----**----5m +        (5500000.0)
-%**-%-%-%-%**-%-%-%-%

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

29**5120526926**617700726Net: 0-49
98%**95%99%100%96%**99%97%99%99%

ccebe

1**31-1***16750+
2%**5%1%-%4%**1%3%1%1%

aabaa

29**5420626927**617706733Answered
27.66**23.4028.8212.8930.80**13.7420.2418.4218.87Mean

a
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfe*dcbaSignificance Level: 95%
867885486385864825020843555735Unweighted total
31343863050678111559221144973733Weighted total

313338616**6478113****112**737181-24             (12.5)
100%97%100%98%**96%96%98%****99%**100%98%

-1-7**322****-**-825 - 49          (37.0)
-%2%-%1%**4%2%2%****-%**-%1%

-*-4***--****-**-450 - 99          (75.0)
-%1%-%1%***%-%-%****-%**-%1%

j

----**---****-**--100 - 249       (175.0)
-%-%-%-%**-%-%-%****-%**-%-%

---2**-1-*******-2250 - 499       (375.0)
-%-%-%*%**-%2%-%*****%**-%*%

---1**--*****1**-1500 - 4,999    (2750.0)
-%-%-%*%**-%-%*%****1%**-%*%

5,000 - 49
----**---****-**--,999          (27500.0)
-%-%-%-%**-%-%-%****-%**-%-%

50,000 -
----**---****-**--499,999      (275000.0)
-%-%-%-%**-%-%-%****-%**-%-%

500,000 - 4
----**---****-**--,999,999    (2750000.0)
-%-%-%-%**-%-%-%****-%**-%-%

----**---****-**--5m +        (5500000.0)
-%-%-%-%**-%-%-%****-%**-%-%

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

313438624**6780115****112**73726Net: 0-49
100%99%100%99%**100%98%100%****99%**100%99%

-*-7***1*****1**-750+
-%1%-%1%***%2%*%****1%**-%1%

313438630**6781115****114**73733Answered
12.5013.4012.5019.87**13.5818.5215.32****42.38**12.5018.87Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
806551895462442617243461311625735Unweighted total
63670155578232321528436119818733Weighted total

63656152566231****277****94**7181-24             (12.5)
99%98%98%98%99%****98%****96%**98%

b

1725*****5*******825 - 49          (37.0)
1%1%2%1%*%****2%*****%**1%

*4*4-****2****2**450 - 99          (75.0)
*%1%*%1%-%****1%****2%**1%

h

-----****-****-**-100 - 249       (175.0)
-%-%-%-%-%****-%****-%**-%

-2*2-*********1**2250 - 499       (375.0)
-%*%*%*%-%*****%****1%***%

-1*11****-****-**1500 - 4,999    (2750.0)
-%*%*%*%1%****-%****-%***%

5,000 - 49
-----****-****-**-,999          (27500.0)
-%-%-%-%-%****-%****-%**-%

50,000 -
-----****-****-**-499,999      (275000.0)
-%-%-%-%-%****-%****-%**-%

500,000 - 4
-----****-****-**-,999,999    (2750000.0)
-%-%-%-%-%****-%****-%**-%

-----****-****-**-5m +        (5500000.0)
-%-%-%-%-%****-%****-%**-%

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

63663155572231****282****94**726Net: 0-49
100%99%100%99%99%****99%****96%**99%

bb

*7161****2****4**750+
*%1%*%1%1%****1%****4%**1%

eh

63670155578232****284****98**733Answered
12.7819.4515.1019.8928.19****13.62****19.29**18.87Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26811434218717735Unweighted total
26511833527706733Weighted total

255114334**6917181-24             (12.5)
96%96%100%**98%98%

bc

341**8825 - 49          (37.0)
1%4%*%**1%1%

a

3****4450 - 99          (75.0)
1%*%*%**1%1%

---**--100 - 249       (175.0)
-%-%-%**-%-%

2--**22250 - 499       (375.0)
1%-%-%***%*%

1--**11500 - 4,999    (2750.0)
1%-%-%***%*%

5,000 - 49
---**--,999          (27500.0)
-%-%-%**-%-%

50,000 -
---**--499,999      (275000.0)
-%-%-%**-%-%

500,000 - 4
---**--,999,999    (2750000.0)
-%-%-%**-%-%

---**--5m +        (5500000.0)
-%-%-%**-%-%

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

258118335**699726Net: 0-49
98%100%100%**99%99%

c

6****7750+
2%*%*%**1%1%

a

265118335**706733Answered
29.6113.4312.59**19.1218.87Mean

a
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2633641081253682-116441210472735Unweighted total
218373143440693-**3136178515733Weighted total

203373143**30688************1735157181-24             (12.5)
93%100%100%**75%99%************97%100%98%

ccbcjcjbcj

8--**35************5-825 - 49          (37.0)
4%-%-%**8%1%************3%-%1%

ababiaiai

4--**4**************-450 - 99          (75.0)
2%-%-%**9%*%*************%-%1%

babiabi

---**--************---100 - 249       (175.0)
-%-%-%**-%-%************-%-%-%

2--**2-************--2250 - 499       (375.0)
1%-%-%**4%-%************-%-%*%

abi

1--**1-************--1500 - 4,999    (2750.0)
1%-%-%**3%-%************-%-%*%

abiabi

5,000 - 49
---**--************---,999          (27500.0)
-%-%-%**-%-%************-%-%-%

50,000 -
---**--************---499,999      (275000.0)
-%-%-%**-%-%************-%-%-%

500,000 - 4
---**--************---,999,999    (2750000.0)
-%-%-%**-%-%************-%-%-%

---**--************---5m +        (5500000.0)
-%-%-%**-%-%************-%-%-%

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

211373143**33693************177515726Net: 0-49
97%100%100%**84%100%************100%100%99%

ccjcjcj

7--**7**************-750+
3%-%-%**16%*%*************%-%1%

babiabi

218373143**40693************178515733Answered
33.9712.5012.50**126.4212.68************13.2112.5018.87Mean

bibii
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5481633478550225735544424471735Unweighted total
-421925456519190733498365420733Weighted total

************4515061877184873564137181-24             (12.5)
************99%98%99%98%98%98%98%98%

b

************3828755825 - 49          (37.0)
************1%2%1%1%1%1%1%1%

a

************22*421*450 - 99          (75.0)
*************%*%*%1%*%*%*%1%

************--------100 - 249       (175.0)
************-%-%-%-%-%-%-%-%

*************2*2***2250 - 499       (375.0)
*************%*%*%*%*%*%*%*%

************-1*11111500 - 4,999    (2750.0)
************-%*%*%*%*%*%*%*%

5,000 - 49
************--------,999          (27500.0)
************-%-%-%-%-%-%-%-%

50,000 -
************--------499,999      (275000.0)
************-%-%-%-%-%-%-%-%

500,000 - 4
************--------,999,999    (2750000.0)
************-%-%-%-%-%-%-%-%

************--------5m +        (5500000.0)
************-%-%-%-%-%-%-%-%

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

************454514189726494362418726Net: 0-49
************100%99%100%99%99%99%100%99%

************25*7332750+
*************%1%*%1%1%1%*%1%

************456519190733498365420733Answered
************13.1521.2014.6818.8720.6423.4021.8318.87Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51251391551206-24-611712735Unweighted total
4741211571423-12-48718733Weighted total

**67118156141**************7187181-24             (12.5)
**91%98%100%99%**************100%98%

ddd

**521-**************-825 - 49          (37.0)
**6%2%*%-%**************-%1%

ab

**2**-**************-450 - 99          (75.0)
**2%*%*%-%**************-%1%

**----**************--100 - 249       (175.0)
**-%-%-%-%**************-%-%

***---**************-2250 - 499       (375.0)
***%-%-%-%**************-%*%

***--1**************-1500 - 4,999    (2750.0)
***%-%-%1%**************-%*%

5,000 - 49
**----**************--,999          (27500.0)
**-%-%-%-%**************-%-%

50,000 -
**----**************--499,999      (275000.0)
**-%-%-%-%**************-%-%

500,000 - 4
**----**************--,999,999    (2750000.0)
**-%-%-%-%**************-%-%

**----**************--5m +        (5500000.0)
**-%-%-%-%**************-%-%

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

**72121157141**************718726Net: 0-49
**97%100%100%99%**************100%99%

d

**2**1**************-750+
**3%*%*%1%**************-%1%

b

**74121157142**************718733Answered
**20.7713.0312.6136.16**************12.5018.87Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
23521173562305204101494175149303735Unweighted total
13484168565281134391478182151307733Weighted total

**474165554281**425**671801513067181-24             (12.5)
**98%98%98%100%**97%**86%99%100%100%98%

addd

**717***8**62--825 - 49          (37.0)
**1%1%1%*%**2%**7%1%-%-%1%

cabc

**222-**4**4---450 - 99          (75.0)
***%1%*%-%**1%**5%-%-%-%1%

abc

**----**-**-----100 - 249       (175.0)
**-%-%-%-%**-%**-%-%-%-%-%

****1-**2**2---2250 - 499       (375.0)
***%*%*%-%***%**2%-%-%-%*%

a

**1-1-**1***--11500 - 4,999    (2750.0)
***%-%*%-%***%***%-%-%*%*%

5,000 - 49
**----**-**-----,999          (27500.0)
**-%-%-%-%**-%**-%-%-%-%-%

50,000 -
**----**-**-----499,999      (275000.0)
**-%-%-%-%**-%**-%-%-%-%-%

500,000 - 4
**----**-**-----,999,999    (2750000.0)
**-%-%-%-%**-%**-%-%-%-%-%

**----**-**-----5m +        (5500000.0)
**-%-%-%-%**-%**-%-%-%-%-%

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

**481166561281**433**73182151306726Net: 0-49
**99%99%99%100%**98%**93%100%100%100%99%

addd

**324-**7**5--1750+
**1%1%1%-%**2%**7%-%-%*%1%

cabc

**484168565281**439**78182151307733Answered
**20.8514.2020.2612.52**23.12**28.1112.7912.5023.4318.87Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1934462162325021316016873735Unweighted total
*753961992295021015315880733Weighted total

**74390196221495**145152757181-24             (12.5)
**99%99%99%97%99%**95%96%94%98%

***3253**551825 - 49          (37.0)
***%1%1%2%1%**3%3%1%1%

a

**-*-22**2*1450 - 99          (75.0)
**-%*%-%1%*%**1%*%2%1%

**-----**----100 - 249       (175.0)
**-%-%-%-%-%**-%-%-%-%

******1****12250 - 499       (375.0)
***%*%*%*%*%***%*%2%*%

***1*-1**1-11500 - 4,999    (2750.0)
***%*%*%-%*%**1%-%2%*%

5,000 - 49
**-----**----,999          (27500.0)
**-%-%-%-%-%**-%-%-%-%

50,000 -
**-----**----499,999      (275000.0)
**-%-%-%-%-%**-%-%-%-%

500,000 - 4
**-----**----,999,999    (2750000.0)
**-%-%-%-%-%**-%-%-%-%

**-----**----5m +        (5500000.0)
**-%-%-%-%-%**-%-%-%-%

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

**74393199227498**15015776726Net: 0-49
**100%99%100%99%99%**98%100%95%99%

a

***2*34**314750+
***%1%*%1%1%**2%*%5%1%

b

**75396199229502**15315880733Answered
**17.1922.2714.8214.2221.03**36.7714.2062.0018.87Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
173424225684024531176485519196381203735Unweighted total
16301388554351408*153482523*78329184733Weighted total

**294378544343400**149475514**743211847181-24             (12.5)
**97%97%98%98%98%**97%99%98%**95%98%100%98%

c

**47555**354**25*825 - 49          (37.0)
**1%2%1%1%1%**2%1%1%**3%2%*%1%

a

**2221***122**11-450 - 99          (75.0)
**1%*%*%*%*%**1%*%*%**2%*%-%1%

**-----**---**----100 - 249       (175.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

****2******2*****2250 - 499       (375.0)
***%*%*%*%*%***%*%*%***%*%*%*%

**11111****1***1*1500 - 4,999    (2750.0)
***%*%*%*%*%***%*%*%***%*%*%*%

5,000 - 49
**-----**---**----,999          (27500.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

50,000 -
**-----**---**----499,999      (275000.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

500,000 - 4
**-----**---**----,999,999    (2750000.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**-----**---**----5m +        (5500000.0)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

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

**298385549348406**152480518**77326184726Net: 0-49
**99%99%99%99%99%**99%100%99%**98%99%100%99%

**33532**225**23*750+
**1%1%1%1%1%**1%*%1%**2%1%*%1%

**301388554351408**153482523**78329184733Answered
**25.6722.6820.4923.8222.11**15.9813.6821.07**18.6424.5814.7218.87Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 17  (continuation)                                                                                                                                                    Page 331

QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42012193303975869309254382735Unweighted total
5228192863604670301220369733Weighted total

********28035344682962163637181-24             (12.5)
********98%98%97%98%98%98%98%98%

********55--322825 - 49          (37.0)
********2%1%-%-%1%1%1%1%

**********11*12450 - 99          (75.0)
*********%*%3%2%*%1%*%1%

acc

********--------100 - 249       (175.0)
********-%-%-%-%-%-%-%-%

**********-*2**2250 - 499       (375.0)
*********%*%-%*%1%*%*%*%

********11****11500 - 4,999    (2750.0)
*********%*%*%*%*%*%*%*%

5,000 - 49
********--------,999          (27500.0)
********-%-%-%-%-%-%-%-%

50,000 -
********--------499,999      (275000.0)
********-%-%-%-%-%-%-%-%

500,000 - 4
********--------,999,999    (2750000.0)
********-%-%-%-%-%-%-%-%

********--------5m +        (5500000.0)
********-%-%-%-%-%-%-%-%

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

********2853584468299219366726Net: 0-49
********99%99%97%98%99%99%99%99%

********2212223750+
********1%1%3%2%1%1%1%1%

********2863604670301220369733Answered
********26.0923.3220.3718.1415.5814.7423.0018.87Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 17  (continuation)                                                                                                                                                    Page 332

QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
538119185571264701504722686716638710735Unweighted total
52112525533*244700498714667707615701733Weighted total

514120**525**2356874876996546946046887181-24             (12.5)
99%96%**99%**97%98%98%98%98%98%98%98%98%

a

52**5**48588888825 - 49          (37.0)
1%2%**1%**2%1%1%1%1%1%1%1%1%

*1*****44444424450 - 99          (75.0)
*%1%***%**2%1%1%1%1%1%*%1%1%

--**-**---------100 - 249       (175.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

1***2*****2****2250 - 499       (375.0)
*%*%***%***%*%*%*%*%*%*%*%*%

*1******11111111500 - 4,999    (2750.0)
*%1%***%***%*%*%*%*%*%*%*%*%

b

5,000 - 49
--**-**---------,999          (27500.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

50,000 -
--**-**---------499,999      (275000.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

500,000 - 4
--**-**---------,999,999    (2750000.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

--**-**---------5m +        (5500000.0)
-%-%**-%**-%-%-%-%-%-%-%-%-%

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

519122**530**240695493707662702612696726Net: 0-49
100%98%**100%**98%99%99%99%99%99%99%99%99%

a

23**2**46576636750+
*%2%***%**2%1%1%1%1%1%1%1%1%

b

521125**533**244700498714667707615701733Answered
14.2841.32**14.45**15.4418.5320.8419.0518.8418.4819.0118.5318.87Mean

b
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
363372497661661054811442446611261735Unweighted total
384350493701681044781422506512273733Weighted total

3713474896716110347513324261**2617181-24             (12.5)
97%99%99%95%96%99%99%93%97%94%**96%98%

babaa

7*422*3533**5825 - 49          (37.0)
2%*%1%3%1%*%1%3%1%4%**2%1%

ab

4***3-*421**4450 - 99          (75.0)
1%*%*%*%2%-%*%2%1%2%**1%1%

cb

----------**--100 - 249       (175.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

1**1*-*12***22250 - 499       (375.0)
*%*%*%2%*%-%*%1%1%*%**1%*%

cb

-1-*11-*1-**11500 - 4,999    (2750.0)
-%*%-%*%1%1%-%*%*%-%***%*%

b

5,000 - 49
----------**--,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

50,000 -
----------**--499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

500,000 - 4
----------**--,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

----------**--5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%**-%-%

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

3793484926916310347813724564**266726Net: 0-49
99%99%100%98%97%99%100%96%98%98%**98%99%

aba

52*251*551**7750+
1%1%*%2%3%1%*%4%2%2%**2%1%

ccb

3843504937016810447814225065**273733Answered
14.8723.2712.8224.5934.3044.7912.8420.5429.0915.33**28.3118.87Mean

ccbb
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
446774555266596466665963735Unweighted total
347483815333707641817137733Weighted total

**72827953336675408171347181-24             (12.5)
**98%99%97%100%99%94%100%99%100%99%92%98%

aafa

**-----4**-*3825 - 49          (37.0)
**-%-%-%-%-%6%*%*%-%1%8%1%

cgjkcdeghijk

**--2**--*--*450 - 99          (75.0)
**-%-%3%*%*%-%-%*%-%-%*%1%

**------------100 - 249       (175.0)
**-%-%-%-%-%-%-%-%-%-%-%-%

**-1-**--*---2250 - 499       (375.0)
**-%1%-%*%*%-%-%*%-%-%-%*%

**1---*------1500 - 4,999    (2750.0)
**2%-%-%-%*%-%-%-%-%-%-%*%

5,000 - 49
**------------,999          (27500.0)
**-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
**------------499,999      (275000.0)
**-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
**------------,999,999    (2750000.0)
**-%-%-%-%-%-%-%-%-%-%-%-%

**------------5m +        (5500000.0)
**-%-%-%-%-%-%-%-%-%-%-%-%

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

**7282795333707641817137726Net: 0-49
**98%99%97%100%99%100%100%99%100%100%100%99%

**112**--*--*750+
**2%1%3%*%1%-%-%1%-%-%*%1%

**7483815333707641817137733Answered
**58.1717.8614.0613.3722.5613.9912.5614.5412.5012.6314.5218.87Mean

e
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
185173189188735Unweighted total
191167186189733Weighted total

1871641811867181-24             (12.5)
98%98%97%98%98%

--53825 - 49          (37.0)
-%-%2%2%1%

cd

12**450 - 99          (75.0)
1%1%*%*%1%

-----100 - 249       (175.0)
-%-%-%-%-%

1**-2250 - 499       (375.0)
1%*%*%-%*%

1*--1500 - 4,999    (2750.0)
1%*%-%-%*%

5,000 - 49
-----,999          (27500.0)
-%-%-%-%-%

50,000 -
-----499,999      (275000.0)
-%-%-%-%-%

500,000 - 4
-----,999,999    (2750000.0)
-%-%-%-%-%

-----5m +        (5500000.0)
-%-%-%-%-%

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

187164186189726Net: 0-49
98%98%100%100%99%

43**750+
2%2%*%*%1%

191167186189733Answered
32.9015.5313.5312.9418.87Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
7022641692062172852137518735Unweighted total
291354206269274617706733Weighted total

12**27791269**26298307Less than once a week
42%**49%38%47%35%**33%37%42%42%

4**535665**23146151Once a week
14%**8%17%25%19%**28%18%21%21%

c

More than once a week
7**466596**23177182but not every day

23%**8%32%22%21%**24%20%25%25%

cacc

5**1627126**147278Once a day
16%**30%13%4%23%**12%22%10%11%

aabaaa

***3-41****99Twice a day
1%**5%-%1%2%**1%3%1%1%

b

1**--2****-45More than twice a day
4%**-%-%1%*%**1%-%1%1%

ab

-**----**----Don't know
-%**-%-%-%-%**-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfe*dcbaSignificance Level: 95%
867885486385864825020843555735Unweighted total
31343863050678111559221144973733Weighted total

161517259**243046****52**38307Less than once a week
53%43%45%41%**36%36%40%****46%**52%42%

bghjbbb

7510130**91831****22**9151Once a week
22%15%25%21%**14%22%27%****20%**12%21%

aaahjl

More than once a week
7119156**152327****29**17182but not every day

23%32%23%25%**23%28%23%****26%**23%25%

13272**18610****4**1078Once a day
3%9%6%11%**27%7%9%****3%**13%11%

cmcfgijklmcgkmmcm

-**9***4-****5**-9Twice a day
-%*%*%1%***%5%-%****5%**-%1%

mm

*--4**-12****1**-5More than twice a day
*%-%-%1%**-%2%2%****1%**-%1%

----**---****-**--Don't know
-%-%-%-%**-%-%-%****-%**-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
806551895462442617243461311625735Unweighted total
63670155578232321528436119818733Weighted total

3427367240105****104****26**307Less than once a week
54%41%43%42%45%****37%****27%**42%

abbeh

111412912263****40****24**151Once a week
17%21%19%21%27%****14%****25%**21%

ee

More than once a week
121704314050****82****30**182but not every day
20%25%28%24%22%****29%****31%**25%

672166213****48****14**78Once a day
10%11%10%11%6%****17%****15%**11%

dhdh

*9*91****7****1**9Twice a day
*%1%*%2%1%****2%****1%**1%

-5*4-****3****1**5More than twice a day
-%1%*%1%-%****1%****1%**1%

-----****-****-**-Don't know
-%-%-%-%-%****-%****-%**-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26811434218717735Unweighted total
26511833527706733Weighted total

6641195**289307Less than once a week
25%34%58%**41%42%

bc

493763**149151Once a week
19%31%19%**21%21%

ac

More than once a week
852966**176182but not every day
32%25%20%**25%25%

a

54911**7878Once a day
20%7%3%**11%11%

ab

81-**99Twice a day
3%1%-%**1%1%

aa

31***55More than twice a day
1%1%*%**1%1%

a

---**--Don't know
-%-%-%**-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2633641081253682-116441210472735Unweighted total
218373143440693-**3136178515733Weighted total

33162112**5302************28274307Less than once a week
15%44%78%**13%44%************16%53%42%

cbcbcjbcij

289925**1151************27124151Once a week
13%26%18%**1%22%************15%24%21%

cbcjcjbcj

More than once a week
691076**3179************66113182but not every day
32%29%4%**7%26%************37%22%25%

aacjacijcj

744-**2454************49478Once a day
34%1%-%**61%8%************28%1%11%

ababiaabiai

9--**45************5-9Twice a day
4%-%-%**11%1%************3%-%1%

ababiabiai

5--**22************2-5More than twice a day
2%-%-%**6%*%************1%-%1%

babiaia

---**--************---Don't know
-%-%-%**-%-%************-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5481633478550225735544424471735Unweighted total
-421925456519190733498365420733Weighted total

************19719569307213151184307Less than once a week
************43%38%36%42%43%42%44%42%

f

************1001044515111179102151Once a week
************22%20%24%21%22%22%24%21%

More than once a week
************1161375018212391102182but not every day
************25%26%26%25%25%25%24%25%

************3972247847402878Once a day
************9%14%12%11%9%11%7%11%

acaaa

************38393139Twice a day
************1%2%1%1%1%*%1%1%

************13*51115More than twice a day
*************%1%*%1%*%*%*%1%

************--------Don't know
************-%-%-%-%-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51251391551206-24-611712735Unweighted total
4741211571423-12-48718733Weighted total

**14426196**************306307Less than once a week
**18%35%39%68%**************43%42%

ddbcd

**13235223**************151151Once a week
**18%19%33%16%**************21%21%

acd

More than once a week
**24443619**************180182but not every day
**33%36%23%13%**************25%25%

aaba

**231273**************6778Once a day
**31%10%4%2%**************9%11%

abca

**-*1-**************99Twice a day
**-%*%1%-%**************1%1%

**---1**************55More than twice a day
**-%-%-%1%**************1%1%

**----**************--Don't know
**-%-%-%-%**************-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
23521173562305204101494175149303735Unweighted total
13484168565281134391478182151307733Weighted total

**20547260169**131**---307307Less than once a week
**42%28%46%60%**30%**-%-%-%100%42%

babcd

**1082912267**81**--151-151Once a week
**22%18%22%24%**18%**-%-%100%-%21%

acd

More than once a week
**1224613742**139**-182--182but not every day
**25%27%24%15%**32%**-%100%-%-%25%

cabd

**4542361**76**78---78Once a day
**9%25%6%*%**17%**100%-%-%-%11%

acabc

**3281**8**----9Twice a day
**1%1%1%*%**2%**-%-%-%-%1%

**1221**3**----5More than twice a day
***%1%*%*%**1%**-%-%-%-%1%

**----**-**-----Don't know
**-%-%-%-%**-%**-%-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1934462162325021316016873735Unweighted total
*753961992295021015315880733Weighted total

**301738972235**474824307Less than once a week
**41%44%45%31%47%**31%30%31%42%

b

**171014136116**212216151Once a week
**22%25%21%16%23%**14%14%20%21%

b

More than once a week
**19945570112**515721182but not every day
**25%24%28%31%22%**34%36%26%25%

a

**623124729**31271478Once a day
**8%6%6%20%6%**20%17%18%11%

a

**13*28**1149Twice a day
**2%1%*%1%2%**1%1%5%1%

b

**11132**13-5More than twice a day
**2%*%1%1%*%**1%2%-%1%

**-----**----Don't know
**-%-%-%-%-%**-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
173424225684024531176485519196381203735Unweighted total
16301388554351408*153482523*78329184733Weighted total

**114172244145175**43216198**2413674307Less than once a week
**38%44%44%41%43%**28%45%38%**31%41%40%42%

acc

**74851267899**26103102**167536151Once a week
**24%22%23%22%24%**17%21%20%**20%23%19%21%

More than once a week
**799412689102**49105148**238255182but not every day
**26%24%23%25%25%**32%22%28%**30%25%30%25%

bb

**3333463728**295165**12331778Once a day
**11%8%8%10%7%**19%11%12%**15%10%9%11%

ab

***3913**538**1119Twice a day
***%1%2%*%1%**3%1%2%**2%*%1%1%

b

**11311**141**1115More than twice a day
***%*%1%*%*%**1%1%*%**2%*%1%1%

**-----**---**----Don't know
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42012193303975869309254382735Unweighted total
5228192863604670301220369733Weighted total

********10915892011694179307Less than once a week
********38%44%21%28%39%42%49%42%

edecde

********76821511755476151Once a week
********27%23%33%15%25%24%20%21%

ad

More than once a week
********70861221755285182but not every day
********24%24%27%30%25%23%23%25%

********303091329192578Once a day
********11%8%19%19%9%9%7%11%

abcabc

*********3-56*39Twice a day
*********%1%-%8%2%*%1%1%

abceb

********-1--1215More than twice a day
********-%*%-%-%*%1%*%1%

********--------Don't know
********-%-%-%-%-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
538119185571264701504722686716638710735Unweighted total
52112525533*244700498714667707615701733Weighted total

22844**225**87293207292271295259294307Less than once a week
44%35%**42%**36%42%41%41%41%42%42%42%42%

11817**110**3414798149141147131145151Once a week
23%14%**21%**14%21%20%21%21%21%21%21%21%

acc

More than once a week
13631**143**80175133182175180157178182but not every day

26%25%**27%**33%25%27%26%26%25%25%25%25%

b

3325**44**367248787071577178Once a day
6%20%**8%**15%10%10%11%10%10%9%10%11%

bab

36**7**698879899Twice a day
1%5%**1%**2%1%2%1%1%1%1%1%1%

b

31**5**153535355More than twice a day
1%1%**1%**1%1%1%1%1%1%1%1%1%

--**-**---------Don't know
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
363372497661661054811442446611261735Unweighted total
384350493701681044781422506512273733Weighted total

126182230225552230229014**94307Less than once a week
33%52%47%31%33%50%48%15%36%21%**34%42%

babaaa

906111012291910721466**40151Once a week
24%18%22%17%17%19%22%15%18%9%**15%21%

a

More than once a week
10578125154222113486924**83182but not every day

27%22%25%21%25%21%24%34%27%36%**31%25%

bc

5325212134928413822**4978Once a day
14%7%4%30%20%9%6%29%15%33%**18%11%

accbcb

543*7--95***49Twice a day
1%1%1%*%4%-%-%7%2%*%**2%1%

cbc

5-3-12113-**35More than twice a day
1%-%1%-%1%2%*%1%1%-%**1%1%

ab

----------**--Don't know
-%-%-%-%-%-%-%-%-%-%**-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
446774555266596466665963735Unweighted total
347483815333707641817137733Weighted total

**342940231435271634319307Less than once a week
**47%35%49%43%43%49%35%40%42%44%24%42%

aaaaaaaa

**12191310715171616129151Once a week
**16%23%16%19%21%21%22%39%20%17%24%21%

bcefghijkl

More than once a week
**1821231759234231515182but not every day
**25%26%29%32%14%13%30%10%29%21%41%25%

dddfdfgdfgdfgbdfg

**8105321184713478Once a day
**11%12%6%6%5%16%10%11%9%18%11%11%

gg

**11-*6--*---9Twice a day
**2%1%-%*%17%-%-%*%-%-%-%1%

abcdefhijk

l

**-2----2--*-5More than twice a day
**-%3%-%-%-%-%3%-%-%*%-%1%

**------------Don't know
**-%-%-%-%-%-%-%-%-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
185173189188735Unweighted total
191167186189733Weighted total

78777874307Less than once a week
41%46%42%39%42%

37304737151Once a week
19%18%25%20%21%

More than once a week
48453654182but not every day
25%27%19%28%25%

b

2210232378Once a day
11%6%13%12%11%

cc

46*-9Twice a day
2%3%*%-%1%

ab

2-2*5More than twice a day
1%-%1%*%1%

-----Don't know
-%-%-%-%-%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
7022641692062172852137518735Unweighted total
291354206269274617706733Weighted total

12**3013917113**29427439Yes
41%**55%68%64%48%**33%54%60%60%

eecce

No - we do despatch
products to customers
but not using parcel

***1381**1*1213/packet post
1%**2%1%3%4%**10%2%2%2%

ab

No - we don't despatch
products to our

17**23649013**48268281customers
58%**43%31%33%49%**57%45%38%38%

abaa

-**----**----Don't know
-%**-%-%-%-%**-%-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkjihgfe*dcbaSignificance Level: 95%
867885486385864825020843555735Unweighted total
31343863050678111559221144973733Weighted total

162120384**445767****67**37439Yes
50%62%51%61%**66%70%59%****59%**51%60%

akmabcfijklm

No - we do despatch
products to customers
but not using parcel

1119**-23*******413/packet post
4%3%3%1%**-%3%2%*****%**5%2%

cj

No - we don't despatch
products to our

141217238**232245****47**32281customers
45%35%46%38%**34%27%39%****41%**44%38%

egeegeegeeege

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

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 19  (continuation)                                                                                                                                                    Page 353

QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
806551895462442617243461311625735Unweighted total
63670155578232321528436119818733Weighted total

2641491349121****204****75**439Yes
41%62%59%60%52%****72%****77%**60%

bddhdh

No - we do despatch
products to customers
but not using parcel

*12672****8****2**13/packet post
*%2%4%1%1%****3%****2%**2%

a

No - we don't despatch
products to our

3724458223109****71****21**281customers
59%36%38%39%47%****25%****21%**38%

abebeh

-----****-****-**-Don't know
-%-%-%-%-%****-%****-%**-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26811434218717735Unweighted total
26511833527706733Weighted total

18872168**425439Yes
71%61%50%**60%60%

aa

No - we do despatch
products to customers
but not using parcel

444**1313/packet post
2%3%1%**2%2%

No - we don't despatch
products to our

7242163**268281customers
27%36%49%**38%38%

bc

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

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 19  (continuation)                                                                                                                                                    Page 355

QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2633641081253682-116441210472735Unweighted total
218373143440693-**3136178515733Weighted total

17520460**36403************139264439Yes
81%55%42%**91%58%************78%51%60%

abaabiaaiai

No - we do despatch
products to customers
but not using parcel

643**-13************6613/packet post
3%1%2%**-%2%************3%1%2%

No - we don't despatch
products to our

3616480**4277************33245281customers
17%44%56%**9%40%************18%47%38%

cbcbcjbcij

---**--************---Don't know
-%-%-%**-%-%************-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5481633478550225735544424471735Unweighted total
-421925456519190733498365420733Weighted total

************254350115439277206214439Yes
************56%67%61%60%56%57%51%60%

abcdaa

No - we do despatch
products to customers
but not using parcel

************10113131210913/packet post
************2%2%2%2%2%3%2%2%

a

No - we don't despatch
products to our

************19315872281208149197281customers
************42%30%38%38%42%41%47%38%

ffffdef

************--------Don't know
************-%-%-%-%-%-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51251391551206-24-611712735Unweighted total
4741211571423-12-48718733Weighted total

**43649277**************425439Yes
**58%53%58%54%**************59%60%

No - we do despatch
products to customers
but not using parcel

***471**************1313/packet post
**1%4%4%*%**************2%2%

a

No - we don't despatch
products to our

**30535965**************281281customers
**41%44%37%46%**************39%38%

**----**************--Don't know
**-%-%-%-%**************-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
23521173562305204101494175149303735Unweighted total
13484168565281134391478182151307733Weighted total

**269140299-**439**7613981131439Yes
**56%83%53%-%**100%**98%76%53%43%60%

acabcaba

No - we do despatch
products to customers
but not using parcel

**12111-**-***14713/packet post
**2%1%2%-%**-%***%1%3%2%2%

No - we don't despatch
products to our

**20327254281**-**14267169281customers
**42%16%45%100%**-%**2%23%44%55%38%

badcdbcd

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

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 19  (continuation)                                                                                                                                                    Page 359

QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1934462162325021316016873735Unweighted total
*753961992295021015315880733Weighted total

**3820493187250**12612960439Yes
**51%51%47%82%50%**82%82%75%60%

a

No - we do despatch
products to customers
but not using parcel

**699211**14*13/packet post
**8%2%5%1%2%**1%2%*%2%

b

No - we don't despatch
products to our

**311839740241**262520281customers
**41%46%49%18%48%**17%16%25%38%

b

**-----**----Don't know
**-%-%-%-%-%**-%-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
173424225684024531176485519196381203735Unweighted total
16301388554351408*153482523*78329184733Weighted total

**176206301197207**114272328**5118698439Yes
**58%53%54%56%51%**74%56%63%**65%56%53%60%

abb

No - we do despatch
products to customers
but not using parcel

**91211109**41112**19913/packet post
**3%3%2%3%2%**2%2%2%**1%3%5%2%

No - we don't despatch
products to our

**117170242144191**36199183**2613477281customers
**39%44%44%41%47%**23%41%35%**34%41%42%38%

acc

**-----**---**----Don't know
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42012193303975869309254382735Unweighted total
5228192863604670301220369733Weighted total

********1661952752158128185439Yes
********58%54%58%74%52%58%50%60%

abca

No - we do despatch
products to customers
but not using parcel

********9924114813/packet post
********3%2%5%5%4%2%2%2%

No - we don't despatch
products to our

********112156171513288176281customers
********39%43%36%21%44%40%48%38%

ddbd

********--------Don't know
********-%-%-%-%-%-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
538119185571264701504722686716638710735Unweighted total
52112525533*244700498714667707615701733Weighted total

28788**311**158414290424396421356417439Yes
55%70%**58%**65%59%58%59%59%60%58%59%60%

b

No - we do despatch
products to customers
but not using parcel

102**11**41310131313121313/packet post
2%1%**2%**2%2%2%2%2%2%2%2%2%

No - we don't despatch
products to our

22436**210**81273198277259274247272281customers
43%28%**40%**33%39%40%39%39%39%40%39%38%

a

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

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 19  (continuation)                                                                                                                                                    Page 363

QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
363372497661661054811442446611261735Unweighted total
384350493701681044781422506512273733Weighted total

240200245571376025811719254**211439Yes
63%57%50%81%81%57%54%83%77%83%**77%60%

ccbc

No - we do despatch
products to customers
but not using parcel

5711*1-8523**413/packet post
1%2%2%*%1%-%2%3%1%5%**2%2%

b

No - we don't despatch
products to our

13814223713304521220568**58281customers
36%41%48%19%18%43%44%14%23%12%**21%38%

abaa

----------**--Don't know
-%-%-%-%-%-%-%-%-%-%**-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
446774555266596466665963735Unweighted total
347483815333707641817137733Weighted total

**4947512221394322544924439Yes
**67%57%63%42%62%56%57%54%67%68%66%60%

hhhhhh

No - we do despatch
products to customers
but not using parcel

****3-3*-3-2113/packet post
**1%1%4%-%9%*%-%7%-%3%2%2%

cefhjklcej

No - we don't despatch
products to our

**243527319313316272112281customers
**33%42%33%58%28%44%43%40%33%29%33%38%

abcdgik

**------------Don't know
**-%-%-%-%-%-%-%-%-%-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
185173189188735Unweighted total
191167186189733Weighted total

11594104127439Yes
60%56%56%67%60%

bc

No - we do despatch
products to customers
but not using parcel

163313/packet post
*%4%2%1%2%

d

No - we don't despatch
products to our

75678060281customers
39%40%43%32%38%

a

-----Don't know
-%-%-%-%-%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



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

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
351034107129102101874308410Unweighted total
1253013917113229427439Weighted total

******11211****139400-24%
******8%12%10%****11%9%9%

c

******6-******8825-49%
******4%-%2%****3%2%2%

aa

******12111****1282950-74%
******8%7%7%****6%7%7%

******10913610****734735775-100%
******78%80%79%****78%81%81%

Don't know/can't
******23******55remember
******2%2%2%****2%1%1%

******13716813****9422434Answered
******83.6584.3284.21****82.8385.1185.08Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



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

Humber

mlkj*ihgfe*dc*b*aSignificance Level: 95%
424742279173639483710461828410Unweighted total
162120384264457674812672537439Weighted total

******34******************400-24%
******9%******************9%

******8******************825-49%
******2%******************2%

******26******************2950-74%
******7%******************7%

gkk

******313******************35775-100%
******82%******************81%

m

Don't know/can't
******3******************5remember
******1%******************1%

cefjkm

******381******************434Answered
******85.09******************85.08Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
32378108302112151741458510410Unweighted total
2641491349121342041067510439Weighted total

**3973318****13****3**400-24%
**9%7%10%15%****6%****4%**9%

be

**8455****2****-**825-49%
**2%4%1%4%****1%****-%**2%

**2462315****9****2**2950-74%
**6%7%7%12%****5%****3%**7%

abe

**3377328481****178****69**35775-100%
**82%81%81%66%****87%****93%**81%

hh

Don't know/can't
**5143****2*******5remember
**1%1%1%2%****1%*****%**1%

**40890345119****202****74**434Answered
**85.0683.5085.4975.36****89.01****92.21**85.08Mean

hh
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
177661589401410Unweighted total
1887216814425439Weighted total

9923**38400-24%
5%12%13%**9%9%

cc

-62**8825-49%
-%8%1%**2%2%

ac

31017**272950-74%
1%13%10%**6%7%

cc

17448124**34735775-100%
93%66%74%**82%81%

ab

Don't know/can't
2-3**55remember
1%-%2%**1%1%

18672165**420434Answered
92.9275.9679.26**85.3485.08Mean

ab
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



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

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

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
187179441249361-116437138223410Unweighted total
17520460436403-**3133139264439Weighted total

525******40************535400-24%
3%12%******10%************3%13%9%

ccbbcj

27******8************17825-49%
1%3%******2%************1%3%2%

1212******27************9172950-74%
7%6%******7%************7%7%7%

156157******324************12320035775-100%
89%77%******80%************89%76%81%

abaaai

Don't know/can't
*4******5*************55remember
*%2%******1%*************%2%1%

175201******398************139259434Answered
91.0482.02******84.34************90.4681.0785.08Mean

abaiaai
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-516715242343122410276212221410Unweighted total
-4*1514254350115439277206214439Weighted total

************23281540251421400-24%
************9%8%13%9%9%7%10%9%

************8748868825-49%
************3%2%3%2%3%3%4%2%

************212317292519242950-74%
************8%6%15%7%9%9%11%7%

dfdf

************1962897835721516215635775-100%
************77%83%67%81%77%78%73%81%

aeaeee

Don't know/can't
************54155555remember
************2%1%1%1%2%2%2%1%

************249346114434272201209434Answered
************82.9486.2375.9085.0882.9584.1880.0285.08Mean

aeaeee
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
2636883606-24-610388410Unweighted total
2436492773-12-48425439Weighted total

**31137**************40400-24%
**7%2%15%9%**************9%9%

c

***-8***************8825-49%
***%-%8%1%**************2%2%

acd

**3949**************292950-74%
**6%14%4%12%**************7%7%

b

**37506560**************34335775-100%
**86%79%71%78%**************81%81%

b

Don't know/can't
***41-**************55remember
**1%6%1%-%**************1%1%

**43609077**************420434Answered
**88.5388.4676.1783.16**************84.6085.08Mean

bb
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edcbaSignificance Level: 95%
10266135275--410118612474115410Unweighted total

8269140299--439117613981131439Weighted total

**25634****40**171121400-24%
**9%4%11%****9%**2%5%14%16%9%

bcdcd

**844****8**2321825-49%
**3%3%1%****2%**3%2%3%*%2%

**25524****29**3106102950-74%
**9%4%8%****7%**4%7%8%8%7%

**207125232****357**70117609935775-100%
**77%89%78%****81%**91%84%74%75%81%

aab

Don't know/can't
**5-5****5***2115remember
**2%-%2%****1%***%2%2%1%1%

**264140294****434**7613780130434Answered
**82.6489.8582.81****85.08**93.0187.4679.6879.9985.08Mean

aaba
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-4321191175234611512750410Unweighted total
-3820493187250612612960439Weighted total

****2061129**87**400-24%
****10%7%6%12%**6%6%**9%

****8363**62**825-49%
****4%3%3%1%**5%2%**2%

****239819**85**2950-74%
****11%10%4%8%**7%4%**7%

ab

****14871160197**102112**35775-100%
****72%76%85%79%**81%87%**81%

Don't know/can't
****5423**22**5remember
****2%4%1%1%**2%2%**1%

****19889185248**123127**434Answered
****80.0482.7588.2283.06**85.3488.83**85.08Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 22/01/20



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12180205293202214-117257305-5318997410Unweighted total
15176206301197207-114272328-5118698439Weighted total

**1522291421**71631**2136400-24%
**9%11%10%7%10%**6%6%9%**4%7%6%9%

**85768***46***6-825-49%
**5%2%2%3%4%***%2%2%***%3%-%2%

**1723191924**112020**81992950-74%
**10%11%6%10%12%**10%7%6%**16%10%9%7%

c

**133152241152149**96226267**401438235775-100%
**76%74%80%77%72%**84%83%81%**79%77%83%81%

a

Don't know/can't
**35555***54***515remember
**2%2%2%2%2%***%2%1%***%3%1%1%

**173201296192202**114267324**5118197434Answered
**81.8280.4984.7683.5779.56**88.3487.8385.07**86.5283.6686.6485.08Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
4176121731933042161138179410Unweighted total
5214101661952752158128185439Weighted total

********1520****17818400-24%
********9%11%****11%7%10%9%

d

********85****345825-49%
********5%2%****2%3%3%2%

********1523****1312132950-74%
********9%12%****8%9%7%7%

********125144****12510114535775-100%
********75%74%****79%79%79%81%

Don't know/can't
********34****2345remember
********2%2%****1%2%2%1%

********163191****156126181434Answered
********81.7380.51****83.3384.6484.2585.08Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
27482112971149389278401375398346394410Unweighted total
2878816311*158414290424396421356417439Weighted total

324**27**1540274037403640400-24%
11%5%**9%**10%10%9%9%9%10%10%10%9%

62**8**48288878825-49%
2%3%**3%**3%2%1%2%2%2%2%2%2%

224**21**16282227272929292950-74%
8%4%**7%**10%7%7%6%7%7%8%7%7%

22475**253**12333323434431833928033435775-100%
78%86%**81%**78%80%81%81%80%80%79%80%81%

Don't know/can't
32**2***55555555remember
1%3%**1%***%1%2%1%1%1%1%1%1%

28486**309**158409285419391416351411434Answered
82.3189.96**85.01**82.8684.3884.7784.8184.4184.4983.5084.3885.08Mean

b
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2151952235113452248108171539187410Unweighted total
24020024557137602581171925411211439Weighted total

13272749531412***12400-24%
5%14%11%7%7%9%12%3%6%*%**6%9%

ba

185-417*6-**6825-49%
*%4%2%-%3%2%3%*%3%-%**3%2%

b

111821544232122**92950-74%
5%9%9%8%3%7%9%2%6%4%**4%7%

aa

213144186481204919211116052**18135775-100%
89%72%76%85%88%82%75%95%84%96%**86%81%

acbcb

Don't know/can't
325---5-2-**25remember
1%1%2%-%-%-%2%-%1%-%**1%1%

237197240571376025311719054**208434Answered
90.8478.1782.2488.1888.6286.4780.3393.9987.3095.76**88.6685.08Mean

acbcb
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*lkji*hgfedcbaSignificance Level: 95%
244143332633313636383732410Unweighted total
194947512221394322544924439Weighted total

************************400-24%
************************9%

bfbfb

************************825-49%
************************2%

************************2950-74%
************************7%

bcgbcbcbcgk

************************35775-100%
************************81%

adiacdi

Don't know/can't
************************5remember
************************1%

************************434Answered
************************85.08Mean

ddiddacdijk
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
10892103107410Unweighted total
11594104127439Weighted total

111189400-24%
10%12%8%7%9%

2-*6825-49%
2%-%*%5%2%

bc

751252950-74%
6%5%12%4%7%

a

93778310435775-100%
80%82%80%82%81%

Don't know/can't
3**25remember
2%*%*%2%1%

11394104125434Answered
84.4984.0484.9086.5685.08Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

382996436594455103015521597Royal Mail
64%79%78%82%82%75%74%77%75%80%80%

eeebe

18841148226232614577600DPD
31%22%33%28%31%38%32%46%36%30%30%

aaa

25931141181153310462478DHL
42%24%25%27%25%26%39%23%24%24%24%

abcdabce

1613712715912138438451UPS
28%3%30%24%22%20%21%21%20%23%23%

daddd

1743711413912237388401Parcelforce
29%11%30%21%19%20%26%23%19%20%20%

adabd

116189015710127340350Hermes
19%15%15%17%22%17%21%18%17%18%18%

10521697012237221233TNT Express
17%13%17%13%10%20%28%19%19%11%12%

aaaaaa

732670536123209216FedEx
12%7%21%13%7%11%18%13%9%11%11%

abdab

311056817133185191Yodel
4%4%8%10%11%11%14%19%8%10%10%

eeabe

13336222**18687UK Mail
1%9%3%7%3%3%1%1%3%4%4%

aeae

1-27162**14749Amazon
2%-%2%1%2%3%3%1%3%2%2%

Whistl (Previously known
8488102**24446as TNT Post)

14%11%6%2%1%3%3%1%4%2%2%

abcabab

1**1062**13032DX
1%*%*%2%1%3%6%3%3%2%2%

aa

3-51431**12930APC
5%-%4%3%*%2%6%1%2%1%2%

aaaa

*-445*-**1818Tuffnels
*%-%3%1%1%1%-%1%1%1%1%

ab

1-2131-*167Parcels to go
1%-%2%*%*%1%-%1%2%*%*%

aa
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

Interlink / Interlink
---32----77Express / Direct
-%-%-%1%*%-%-%-%-%*%*%

2--------66DHS
3%-%-%-%-%-%-%-%-%*%*%

abc

*---2*--*45Pitney Bowes
*%-%-%-%*%*%-%-%1%*%*%

--1-3----44Business Post
-%-%1%-%*%-%-%-%-%*%*%

b

*--22*-**44Fastway Couriers
*%-%-%*%*%*%-%1%*%*%*%

**-11****23Postal Sort
*%*%-%*%*%1%3%1%*%*%*%

aabe

----1----22Collect Plus
-%-%-%-%*%-%-%-%-%*%*%

---*-----22Citipost
-%-%-%*%-%-%-%-%-%*%*%

--2------22Lynx
-%-%2%-%-%-%-%-%-%*%*%

ab

---------22UK / British Mail
-%-%-%-%-%-%-%-%-%*%*%

---1-----11Pallet Lines
-%-%-%*%-%-%-%-%-%*%*%

---1-----11Local Courier
-%-%-%*%-%-%-%-%-%*%*%

---1-----11Secured Mail
-%-%-%*%-%-%-%-%-%*%*%

----**--**1Neo Post
-%-%-%-%*%*%-%-%*%*%*%

a

---------**Eagle Couriers
-%-%-%-%-%-%-%-%-%*%*%

---*-----**Freight - Better / Night
-%-%-%*%-%-%-%-%-%*%*%

*----*--*-*Interparcel
*%-%-%-%-%1%-%-%1%-%*%

aa

---*-*--*-*One Post
-%-%-%*%-%*%-%-%*%-%*%

a
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

-----*-*--*Priority Express
-%-%-%-%-%*%-%1%-%-%*%

a

*2-631**11617None
*%6%-%1%*%2%2%2%1%1%1%

abce

----1----44Don't know
-%-%-%-%*%-%-%-%-%*%*%

3412556141*3166170Other answers
5%12%9%10%8%7%10%3%7%9%9%

c
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

7985831350117129154248128602291011841597Royal Mail
86%81%83%79%80%77%80%76%74%88%83%84%79%80%

efhjeee

223435509365677935917654065600DPD
24%32%35%30%25%34%40%28%34%25%24%33%28%30%

cmcmmacfijmcm

222019417273156972314972647478DHL
24%19%19%24%19%19%29%30%13%20%35%21%20%24%

eeehklaehiklabdehij

klm

121621402393344854714643242451UPS
13%15%21%24%27%20%23%26%27%21%23%27%18%23%

mlmlmlmlmlmlmlm

22201834028305177268512643401Parcelforce
24%19%18%20%19%18%26%24%15%12%19%22%18%20%

de

121615308252244643711412340350Hermes
13%15%15%18%17%13%23%20%21%17%15%19%17%18%

hklmmm

714102021834943278181927233TNT Express
7%13%10%12%12%20%5%13%15%12%7%15%12%12%

cgmgcgmgacgjkmcgmcgmgcgmg

7161018211182236202441120216FedEx
8%15%10%11%7%11%11%11%12%2%16%9%9%11%

adijmdadijm

10141415420171728181012528191Yodel
10%13%14%9%13%10%9%9%10%14%4%4%12%10%

cbcbcjcbccbcbc

1328214941410-7121187UK Mail
1%3%2%5%10%5%2%4%6%-%3%10%5%4%

mkmcdfgjklmkmmkmcdgjklmm

15140235122292349Amazon
2%5%1%2%1%2%2%4%1%3%3%2%1%2%

ajkm

Whistl (Previously known
4124024428-91946as TNT Post)
4%1%2%2%2%2%2%1%5%-%3%1%4%2%

flflflfl

113272*57512-432DX
1%1%3%2%1%*%3%2%3%2%1%-%2%2%

*1-29*33391*5530APC
1%1%-%2%*%2%1%1%5%2%*%4%2%2%

kcfijklmkckmck

-1116-*-13214418Tuffnels
-%1%1%1%-%*%-%*%2%3%*%3%2%1%

mgmgmm
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

-1-6*--5*-1--7Parcels to go
-%*%-%*%*%-%-%1%*%-%*%-%-%*%

Interlink / Interlink
---732-2-----7Express / Direct
-%-%-%*%2%1%-%1%-%-%-%-%-%*%

cjklm

---6---4---2-6DHS
-%-%-%*%-%-%-%1%-%-%-%2%-%*%

klm

*--42-2---*-*5Pitney Bowes
1%-%-%*%1%-%1%-%-%-%*%-%*%*%

-1-3---2----14Business Post
-%1%-%*%-%-%-%1%-%-%-%-%1%*%

4------------4Fastway Couriers
4%-%-%-%-%-%-%-%-%-%-%-%-%*%

acefghij

kl

3------------3Postal Sort
3%-%-%-%-%-%-%-%-%-%-%-%-%*%

acefgjkl

-1*1-------1-2Collect Plus
-%1%*%*%-%-%-%-%-%-%-%1%-%*%

j

--11--1------2Citipost
-%-%1%*%-%-%1%-%-%-%-%-%-%*%

j

---2-------2-2Lynx
-%-%-%*%-%-%-%-%-%-%-%2%-%*%

jklm

---2-------2-2UK / British Mail
-%-%-%*%-%-%-%-%-%-%-%2%-%*%

j

---1-----1---1Pallet Lines
-%-%-%*%-%-%-%-%-%2%-%-%-%*%

cfjklm

---1-------1-1Local Courier
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

j

---1---1-----1Secured Mail
-%-%-%*%-%-%-%*%-%-%-%-%-%*%

*--*-------*-1Neo Post
1%-%-%*%-%-%-%-%-%-%-%*%-%*%

j

--*----------*Eagle Couriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

j
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

-*-----------*Freight - Better / Night
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

j

---**-------**Interparcel
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

---*-*-------*One Post
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

-*-----------*Priority Express
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

11-15-2-32-3-417None
1%1%-%1%-%1%-%1%1%-%1%-%2%1%

k

-1*2-2-------4Don't know
-%1%*%*%-%1%-%-%-%-%-%-%-%*%

jj

81310139161312376123427170Other answers
9%12%10%8%11%8%6%11%3%2%8%3%12%9%

bdejeebdebde
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

1451452376122161210454454128**138591597Royal Mail
83%80%82%79%80%90%92%77%80%**79%75%80%

abdehabdehae

59541129471214291321046**4918600DPD
34%30%28%31%28%25%22%36%29%**28%23%30%

afgh

304489238518232915933**4011478DHL
17%25%20%25%24%27%15%27%21%**23%13%24%

bbaaafaf

294228236914625617621**5014451UPS
16%23%18%24%19%22%10%30%13%**28%18%23%

bbfacdfhcdfh

3137011029114215813330**4020401Parcelforce
18%20%24%19%19%13%13%22%19%**23%25%20%

aggg

303207627412526712623**2312350Hermes
17%18%17%18%16%22%12%21%14%**13%15%18%

bbdh

72255118259939716**315233TNT Express
4%12%11%12%8%8%5%16%10%**17%6%12%

bafghadefghafgh

132033518189144668**236216FedEx
7%11%8%12%12%12%6%11%5%**13%7%11%

bddd

1217939152761366012**137191Yodel
7%10%8%10%10%11%11%10%8%**7%9%10%

11771770272-371**12287UK Mail
6%4%4%5%4%2%-%6%*%**7%2%4%

ddfhadfghdf

148742276672**1149Amazon
*%3%1%3%3%5%10%1%1%***%2%2%

bbebdeabcdeh

Whistl (Previously known
244541234-76**3346as TNT Post)
1%2%1%3%3%3%-%1%4%**2%4%2%

bee

922527152-81**3-32DX
5%1%1%2%2%2%-%1%1%**2%-%2%

a

2281120102*131**3230APC
1%2%2%1%1%2%*%2%*%**2%2%2%

2172163--10-**3-18Tuffnels
1%1%1%1%*%-%-%2%-%**2%-%1%

hadghh

*7523--21***-7Parcels to go
*%*%1%*%*%-%-%*%1%***%-%*%

a
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

Interlink / Interlink
-7332--2-**117Express / Direct
-%*%1%*%*%-%-%*%-%**1%2%*%

h

24244----**2-6DHS
1%*%*%*%1%-%-%-%-%**1%-%*%

ae

-5222*-2-**--5Pitney Bowes
-%*%*%*%*%*%-%*%-%**-%-%*%

13*42----***24Business Post
1%*%*%*%*%-%-%-%-%***%3%*%

deh

*413*--2-**1*4Fastway Couriers
*%*%*%*%*%-%-%*%-%**1%1%*%

-3121*---**1*3Postal Sort
-%*%*%*%*%*%-%-%-%***%1%*%

11-2---2***--2Collect Plus
1%*%-%*%-%-%-%*%*%**-%-%*%

a

-211*--*-**1-2Citipost
-%*%*%*%*%-%-%*%-%**1%-%*%

-2-2-----**--2Lynx
-%*%-%*%-%-%-%-%-%**-%-%*%

-2-2---2-**--2UK / British Mail
-%*%-%*%-%-%-%*%-%**-%-%*%

-1-1---1-**--1Pallet Lines
-%*%-%*%-%-%-%*%-%**-%-%*%

-1-11----**--1Local Courier
-%*%-%*%*%-%-%-%-%**-%-%*%

-11-1----**--1Secured Mail
-%*%*%-%*%-%-%-%-%**-%-%*%

-1-1*---***--1Neo Post
-%*%-%*%*%-%-%-%*%**-%-%*%

-*-*-----***-*Eagle Couriers
-%*%-%*%-%-%-%-%-%***%-%*%

-*-**----**--*Freight - Better / Night
-%*%-%*%*%-%-%-%-%**-%-%*%

-*-**----***-*Interparcel
-%*%-%*%*%-%-%-%-%***%-%*%

-*-*-----***-*One Post
-%*%-%*%-%-%-%-%-%***%-%*%

-*-**----**--*Priority Express
-%*%-%*%*%-%-%-%-%**-%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

*163147*-52**2-17None
*%1%1%1%1%*%-%1%1%**1%-%1%

-431---*-**-14Don't know
-%*%1%*%-%-%-%*%-%**-%1%*%

aeh

101604312760113625**1612170Other answers
6%9%9%8%8%10%4%10%3%**9%15%9%

dcdcdcdcdfh
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

3502189968615111597Royal Mail
81%77%80%77%80%80%

1548934222578600DPD
36%31%27%20%31%30%

ab

1287227418459478DHL
30%26%22%16%24%24%

a

1405524917434451UPS
32%20%20%15%23%23%

ab

1035822913388401Parcelforce
24%20%18%12%21%20%

ab

945419114337350Hermes
22%19%15%12%18%18%

a

63291376226233TNT Express
15%10%11%6%12%12%

a

66271206210216FedEx
15%9%10%5%11%11%

ab

55261084188191Yodel
13%9%9%3%10%10%

ab

34944*8787UK Mail
8%3%4%*%5%4%

ab

863414749Amazon
2%2%3%1%3%2%

Whistl (Previously known
4122924446as TNT Post)
1%4%2%2%2%2%

c

7418-3232DX
2%1%1%-%2%2%

1281022830APC
3%3%1%2%1%2%

aa

4-1411718Tuffnels
1%-%1%1%1%1%

3*4-77Parcels to go
1%*%*%-%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

Interlink / Interlink
-32157Express / Direct
-%1%*%1%*%*%

ac

222-66DHS
*%1%*%-%*%*%

-23-55Pitney Bowes
-%1%*%-%*%*%

2-2-44Business Post
1%-%*%-%*%*%

211-44Fastway Couriers
*%*%*%-%*%*%

*12-33Postal Sort
*%*%*%-%*%*%

2*--22Collect Plus
*%*%-%-%*%*%

a

2-*-22Citipost
*%-%*%-%*%*%

--2-22Lynx
-%-%*%-%*%*%

--2-22UK / British Mail
-%-%*%-%*%*%

1---11Pallet Lines
*%-%-%-%*%*%

-1--11Local Courier
-%*%-%-%*%*%

a

--1-11Secured Mail
-%-%*%-%*%*%

*-*-11Neo Post
*%-%*%-%*%*%

*---**Eagle Couriers
*%-%-%-%*%*%

*---**Freight - Better / Night
*%-%-%-%*%*%

--*-**Interparcel
-%-%*%-%*%*%

*---**One Post
*%-%-%-%*%*%

-*--**Priority Express
-%*%-%-%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

511121517None
1%*%1%2%1%1%

2*1134Don't know
1%*%*%1%*%*%

a

43299511159170Other answers
10%10%8%10%8%9%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

216709672**371561************18013811597Royal Mail
76%79%83%**79%80%************75%81%80%

cb

94278228**23577************71506600DPD
33%31%28%**49%30%************30%30%30%

abiabi

110213155**20457************90368478DHL
38%24%19%**44%23%************38%21%24%

abaaiaiai

112190149**26424************86339451UPS
39%21%18%**57%22%************36%20%23%

ababiabiai

84172144**17384************67316401Parcelforce
29%19%18%**37%20%************28%18%20%

abaiaiai

62158130**10340************52288350Hermes
22%18%16%**22%17%************22%17%18%

aa

7511345**20213************56158233TNT Express
26%13%5%**43%11%************23%9%12%

abaabiabiai

599165**15200************44156216FedEx
21%10%8%**33%10%************18%9%11%

ababiabiai

338672**10181************23158191Yodel
12%10%9%**21%9%************10%9%10%

abiai

352824**1275************225387UK Mail
12%3%3%**27%4%************9%3%4%

ababiabiai

32521***48************34649Amazon
1%3%3%***%2%************1%3%2%

c

Whistl (Previously known
18217**245************162846as TNT Post)

6%2%1%**4%2%************7%2%2%

abaai

21713**131************23032DX
1%2%2%**1%2%************1%2%2%

17121**327************141330APC
6%1%*%**6%1%************6%1%2%

abaaiaai

2116**117************11618Tuffnels
1%1%1%**3%1%*************%1%1%

bb

223**-7************257Parcels to go
1%*%*%**-%*%************1%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

Interlink / Interlink
1-5**-7************157Express / Direct
*%-%1%**-%*%************1%*%*%

bb

222**24************-46DHS
1%*%*%**4%*%************-%*%*%

abiabi

22***-5************235Pitney Bowes
1%*%*%**-%*%************1%*%*%

a

-22**-4************-44Business Post
-%*%*%**-%*%************-%*%*%

121**-4************134Fastway Couriers
*%*%*%**-%*%************1%*%*%

12-***3*************23Postal Sort
*%*%-%***%*%*************%*%*%

1*1**-2************122Collect Plus
*%*%*%**-%*%*************%*%*%

11-**-2************112Citipost
*%*%-%**-%*%************1%*%*%

a

2--**-2************2-2Lynx
1%-%-%**-%*%************1%-%*%

abai

--2**-2************-22UK / British Mail
-%-%*%**-%*%************-%*%*%

1--**1-************--1Pallet Lines
*%-%-%**3%-%************-%-%*%

babiabi

-1-**-1************-11Local Courier
-%*%-%**-%*%************-%*%*%

--1**-1************-11Secured Mail
-%-%*%**-%*%************-%*%*%

*-***-1**************1Neo Post
*%-%*%**-%*%*************%*%*%

*--**-**************-*Eagle Couriers
*%-%-%**-%*%*************%-%*%

*--**-**************-*Freight - Better / Night
*%-%-%**-%*%*************%-%*%

-*-**-*************-**Interparcel
-%*%-%**-%*%************-%*%*%

*--**-**************-*One Post
*%-%-%**-%*%*************%-%*%

-*-**-*************-**Priority Express
-%*%-%**-%*%************-%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 21  (continuation)                                                                                                                                                    Page 395

QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

1610***17*************1617None
*%1%1%***%1%*************%1%1%

-31**-4************-44Don't know
-%*%*%**-%*%************-%*%*%

377855**6164************31133170Other answers
13%9%7%**13%8%************13%8%9%

abai
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********401012100934555610796069661597Royal Mail
**********80%80%79%81%76%80%79%81%80%

ddd

**********17365400128261385236341600DPD
**********34%29%31%30%36%29%31%29%30%

cabcef

**********730229883251315203267478DHL
**********14%24%23%19%34%23%26%22%24%

abcefae

**********826329988240276176229451UPS
**********17%21%23%21%33%21%23%19%23%

ccaabcefa

**********1523926783195258170224401Parcelforce
**********30%19%21%19%27%19%22%19%20%

accabcef

**********824022546152249158211350Hermes
**********16%19%18%11%21%19%21%18%18%

ceeeee

**********101321734614214499120233TNT Express
**********20%11%14%11%19%11%13%10%12%

acacabcefa

**********91261354211713693112216FedEx
**********19%10%11%10%16%10%12%9%11%

acabcefa

**********7109128368312081106191Yodel
**********13%9%10%8%11%9%10%9%10%

**********34469274650284187UK Mail
**********5%4%5%6%6%4%4%3%4%

acabcabc

**********13135131331202549Amazon
**********1%2%3%3%2%2%3%2%2%

Whistl (Previously known
**********43633121642343846as TNT Post)
**********8%3%3%3%2%3%4%3%2%

adf

**********1172281619111832DX
**********2%1%2%2%2%1%1%1%2%

**********-172462017141430APC
**********-%1%2%1%3%1%2%1%2%

ac

***********915-11104718Tuffnels
**********1%1%1%-%1%1%1%1%1%

ee

**********-44134147Parcels to go
**********-%*%*%*%*%*%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

Interlink / Interlink
**********-37113337Express / Direct
**********-%*%1%*%*%*%*%*%*%

**********-44-24-46DHS
**********-%*%*%-%*%*%-%*%*%

**********-24**2225Pitney Bowes
**********-%*%*%*%*%*%*%*%*%

**********-24-222*4Business Post
**********-%*%*%-%*%*%*%*%*%

***********14121114Fastway Couriers
***********%*%*%*%*%*%*%*%*%

**********1131*2123Postal Sort
**********1%*%*%*%*%*%*%*%*%

a

**********-21*12212Collect Plus
**********-%*%*%*%*%*%*%*%*%

**********-*212*-*2Citipost
**********-%*%*%*%*%*%-%*%*%

**********--2-2---2Lynx
**********-%-%*%-%*%-%-%-%*%

**********-2---2-22UK / British Mail
**********-%*%-%-%-%*%-%*%*%

**********-11-111-1Pallet Lines
**********-%*%*%-%*%*%*%-%*%

**********-11111111Local Courier
**********-%*%*%*%*%*%*%*%*%

**********-11111-11Secured Mail
**********-%*%*%*%*%*%-%*%*%

**********-*11****1Neo Post
**********-%*%*%*%*%*%*%*%*%

**********-**-*****Eagle Couriers
**********-%*%*%-%*%*%*%*%*%

**********-**-*****Freight - Better / Night
**********-%*%*%-%*%*%*%*%*%

**********-**-**-**Interparcel
**********-%*%*%-%*%*%-%*%*%

**********--***---*One Post
**********-%-%*%*%*%-%-%-%*%

**********-*--*****Priority Express
**********-%*%-%-%*%*%*%*%*%

***********10111*115917None
***********%1%1%*%*%1%1%1%1%

dddd
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

***********11321*14Don't know
**********1%*%*%1%*%*%*%*%*%

abcf

**********210711424861106698170Other answers
**********3%8%9%6%12%8%9%8%9%

eabcefe
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**113256329378**************5451597Royal Mail
**79%84%81%78%**************76%80%

a

**4995109131**************255600DPD
**35%31%27%27%**************36%30%

ab

**357187121**************242478DHL
**24%23%21%25%**************34%24%

**32668296**************232451UPS
**22%22%20%20%**************32%23%

**34677384**************188401Parcelforce
**24%22%18%17%**************26%20%

a

**315063105**************147350Hermes
**22%16%15%22%**************20%18%

bb

**22414338**************140233TNT Express
**15%13%10%8%**************19%12%

aa

**16433047**************111216FedEx
**11%14%7%10%**************16%11%

b

**19174044**************78191Yodel
**13%5%10%9%**************11%10%

cc

**891617**************4487UK Mail
**5%3%4%4%**************6%4%

**21775**************1349Amazon
**2%6%2%1%**************2%2%

abd

Whistl (Previously known
**618910**************1446as TNT Post)
**4%6%2%2%**************2%2%

ab

**6454**************1632DX
**4%1%1%1%**************2%2%

abc

**2583**************2030APC
**1%1%2%1%**************3%2%

**2224**************918Tuffnels
**1%1%1%1%**************1%1%

**1-*3**************37Parcels to go
**1%-%*%1%***************%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

Interlink / Interlink
**--12**************17Express / Direct
**-%-%*%*%***************%*%

**--22**************-6DHS
**-%-%*%*%**************-%*%

**-2--***************5Pitney Bowes
**-%1%-%-%***************%*%

**-**1**************24Business Post
**-%*%*%*%***************%*%

***1-1**************24Fastway Couriers
***%*%-%*%***************%*%

**11*****************3Postal Sort
**1%*%*%*%***************%*%

**11*-**************12Collect Plus
***%*%*%-%***************%*%

**-*--**************22Citipost
**-%*%-%-%***************%*%

**----**************22Lynx
**-%-%-%-%***************%*%

**---2**************-2UK / British Mail
**-%-%-%*%**************-%*%

**1---**************11Pallet Lines
**1%-%-%-%***************%*%

a

**-1--**************11Local Courier
**-%*%-%-%***************%*%

**---1**************11Secured Mail
**-%-%-%*%***************%*%

***---***************1Neo Post
***%-%-%-%***************%*%

***---****************Eagle Couriers
***%-%-%-%***************%*%

**--*-****************Freight - Better / Night
**-%-%*%-%***************%*%

**---*****************Interparcel
**-%-%-%*%***************%*%

**----****************One Post
**-%-%-%-%***************%*%

***---****************Priority Express
***%-%-%-%***************%*%

***335***************17None
***%1%1%1%***************%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**-*1***************24Don't know
**-%*%*%*%***************%*%

**6203549**************85170Other answers
**4%7%9%10%**************12%9%

dd
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

2810511541443216**331**601381262231597Royal Mail
53%82%65%82%77%**75%**77%75%83%73%80%

bba

183669450690**169**416548101600DPD
35%28%40%29%32%**38%**52%36%32%33%30%

aabc

172988139789**157**296839103478DHL
33%23%34%23%32%**36%**37%37%26%33%24%

ab

62709535563**174**42613595451UPS
11%21%40%20%22%**40%**54%34%23%31%23%

acabcb

172427832266**125**32433187401Parcelforce
31%19%33%18%23%**29%**41%24%20%28%20%

aaabc

142356029050**102**18353459350Hermes
26%18%25%16%18%**23%**23%19%23%19%18%

a

101337715624**117**31481743233TNT Express
20%10%32%9%9%**27%**40%26%11%14%12%

aacabcab

61304017632**84**25311046216FedEx
12%10%17%10%11%**19%**32%17%7%15%11%

acabcbb

51153215928**54**11181933191Yodel
10%9%13%9%10%**12%**14%10%12%11%10%

a

34628598**38**18147787UK Mail
7%4%12%3%3%**9%**23%8%4%2%4%

acabca

-311486**7****5749Amazon
-%2%*%3%2%**2%***%*%3%2%2%

bc

Whistl (Previously known
*421465**12***111546as TNT Post)
*%3%*%3%2%**3%***%6%*%2%2%

babd

2185278**8**133832DX
4%1%2%2%3%**2%**2%2%2%3%2%

-171714***20**573330APC
-%1%7%1%*%**5%**7%4%2%1%2%

acaba
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-107113**8**231518Tuffnels
-%1%3%1%1%**2%**2%1%1%2%1%

a

1325***3**2*-17Parcels to go
1%*%1%*%*%**1%**3%*%-%*%*%

ab

Interlink / Interlink
-3-7-**1**-1--7Express / Direct
-%*%-%*%-%***%**-%1%-%-%*%

-424-**2**2---6DHS
-%*%1%*%-%***%**3%-%-%-%*%

abc

2*41***-**---*5Pitney Bowes
4%*%2%*%*%**-%**-%-%-%*%*%

aa

-2-41******--14Business Post
-%*%-%*%*%***%**1%-%-%*%*%

-113-**2**-21*4Fastway Couriers
-%*%*%*%-%**1%**-%1%*%*%*%

1112******---*3Postal Sort
2%*%*%*%*%***%**-%-%-%*%*%

a

-2*2-**1**-1--2Collect Plus
-%*%*%*%-%***%**-%1%-%-%*%

-*11***2**-2-*2Citipost
-%*%1%*%*%***%**-%1%-%*%*%

a

--2--**2**---22Lynx
-%-%1%-%-%***%**-%-%-%1%*%

a

-2-2-**-**----2UK / British Mail
-%*%-%*%-%**-%**-%-%-%-%*%

-1-1-**1**1---1Pallet Lines
-%*%-%*%-%***%**2%-%-%-%*%

a

-1-11**-**--1-1Local Courier
-%*%-%*%*%**-%**-%-%1%-%*%

-1-1-**1**---11Secured Mail
-%*%-%*%-%***%**-%-%-%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-*-1-*****-*--1Neo Post
-%*%-%*%-%***%**-%*%-%-%*%

-*-****-***---*Eagle Couriers
-%*%-%*%*%**-%**1%-%-%-%*%

-**--*****-*--*Freight - Better / Night
-%*%*%-%-%***%**-%*%-%-%*%

-**-******--***Interparcel
-%*%*%-%*%***%**-%-%*%*%*%

--*-***-**-*--*One Post
-%-%*%-%*%**-%**-%*%-%-%*%

-*-****-**--*-*Priority Express
-%*%-%*%*%**-%**-%-%*%-%*%

*11*17***-**-*--17None
*%1%*%1%*%**-%**-%*%-%-%1%

-121-**2**-2--4Don't know
-%*%1%*%-%***%**-%1%-%-%*%

a

13974712324**61**5241738170Other answers
24%8%20%7%9%**14%**7%13%11%12%9%

aac
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**100919336160396**147121621597Royal Mail
**82%81%82%70%79%**77%77%78%80%

b

**2432513397161**686340600DPD
**19%29%32%42%32%**35%40%51%30%

cca

**402509393158**776836478DHL
**32%22%23%41%31%**40%43%45%24%

aba

**3421891113128**917051451UPS
**28%19%22%49%25%**47%45%65%23%

bab

**232129379116**665632401Parcelforce
**19%19%23%34%23%**35%35%40%20%

a

**12204646290**514025350Hermes
**10%18%16%27%18%**27%25%31%18%

ca

**21116598257**515218233TNT Express
**17%10%14%36%11%**27%33%22%12%

bba

**28100505066**373623216FedEx
**23%9%12%22%13%**20%23%29%11%

abba

**8103303349**252210191Yodel
**7%9%7%15%10%**13%14%12%10%

**141122816**1520587UK Mail
**1%4%3%12%3%**8%13%6%4%

a

***254112**11-49Amazon
***%2%1%*%2%***%*%-%2%

b

Whistl (Previously known
**83813412**54246as TNT Post)
**6%3%3%2%2%**3%3%2%2%

**31610610**96532DX
**2%1%2%3%2%**5%4%6%2%

**4149163**611230APC
**3%1%2%7%1%**3%7%3%2%

ba

**-7*65**43118Tuffnels
**-%1%*%2%1%**2%2%2%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**-3121***2-7Parcels to go
**-%*%*%1%*%***%1%-%*%

Interlink / Interlink
**-321-**1-17Express / Direct
**-%*%*%1%-%**1%-%2%*%

**-4-2-**---6DHS
**-%*%-%1%-%**-%-%-%*%

a

**-2--***---5Pitney Bowes
**-%*%-%-%*%**-%-%-%*%

**-*-*1****-4Business Post
**-%*%-%*%*%***%*%-%*%

***1-11***-*4Fastway Couriers
***%*%-%1%*%***%-%*%*%

**12*****--*3Postal Sort
**1%*%*%*%*%**-%-%*%*%

**-1-*1****-2Collect Plus
**-%*%-%*%*%***%*%-%*%

**-*-11**-1-2Citipost
**-%*%-%1%*%**-%1%-%*%

**---2-**-2-2Lynx
**-%-%-%1%-%**-%1%-%*%

a

**-2---**---2UK / British Mail
**-%*%-%-%-%**-%-%-%*%

**----1**---1Pallet Lines
**-%-%-%-%*%**-%-%-%*%

**-1--1**---1Local Courier
**-%*%-%-%*%**-%-%-%*%

**-1--1**---1Secured Mail
**-%*%-%-%*%**-%-%-%*%

**-***-****-1Neo Post
**-%*%*%*%-%***%*%-%*%

****--***---*Eagle Couriers
***%*%-%-%*%**-%-%-%*%

**-*-*-****-*Freight - Better / Night
**-%*%-%*%-%***%*%-%*%

**-*-*-****-*Interparcel
**-%*%-%*%-%***%*%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**---*-**--**One Post
**-%-%-%*%-%**-%-%*%*%

**-*--****-**Priority Express
**-%*%-%-%*%***%-%*%*%

**163*-**---17None
**1%1%1%*%-%**-%-%-%1%

**-1-2-**---4Don't know
**-%*%-%1%-%**-%-%-%*%

a

**1195414244**263010170Other answers
**9%8%10%19%9%**14%19%12%9%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 21  (continuation)                                                                                                                                                    Page 408

QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**633821443582930**118374405**965542691597Royal Mail
**81%81%80%80%82%**77%78%77%**85%80%80%80%

**231277200222328**48180187**2922085600DPD
**30%27%36%30%29%**31%37%36%**26%32%25%30%

aba

**191241185191257**63162176**47172100478DHL
**24%24%33%26%23%**41%34%34%**42%25%30%24%

abab

**168215158172225**55140184**2515485451UPS
**22%21%29%24%20%**36%29%35%**23%22%25%23%

abb

**155188136157210**38125146**3215275401Parcelforce
**20%19%25%21%19%**25%26%28%**29%22%22%20%

a

**155190102150203**1892104**1714265350Hermes
**20%19%18%20%18%**11%19%20%**15%20%19%18%

cc

**841058790114**4185114**258843233TNT Express
**11%10%16%12%10%**27%18%22%**22%13%13%12%

abab

**821098187110**447788**377943216FedEx
**11%11%15%12%10%**29%16%17%**33%11%13%11%

aabab

**68875778103**155665**127932191Yodel
**9%9%10%11%9%**9%12%12%**11%11%10%10%

**3431262339**143042**326887UK Mail
**4%3%5%3%3%**9%6%8%**2%4%3%4%

**2426111925**2106**120349Amazon
**3%3%2%3%2%**1%2%1%**1%3%1%2%

Whistl (Previously known
**2836123438**71110**10291346as TNT Post)
**4%4%2%5%3%**5%2%2%**9%4%4%2%

caab

**1311141118**11013**111332DX
**2%1%2%2%2%***%2%3%**1%2%1%2%

**714101214**71017**710730APC
**1%1%2%2%1%**4%2%3%**6%1%2%2%

ab

**69847**177**13218Tuffnels
**1%1%1%1%1%**1%1%1%**1%*%*%1%

**13113***13**-117Parcels to go
***%*%*%*%*%***%*%1%**-%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

Interlink / Interlink
**12133**-1-**-327Express / Direct
***%*%*%*%*%**-%*%-%**-%*%1%*%

**42--4**--2**---6DHS
***%*%-%-%*%**-%-%*%**-%-%-%*%

**2**22**-*-**-2-5Pitney Bowes
***%*%*%*%*%**-%*%-%**-%*%-%*%

**2122*****1****14Business Post
***%*%*%*%*%***%*%*%***%*%*%*%

**11111**221**1114Fastway Couriers
***%*%*%*%*%**1%*%*%**1%*%*%*%

a

**11*11********113Postal Sort
***%*%*%*%*%***%*%*%***%*%*%*%

**22121**111**1212Collect Plus
***%*%*%*%*%***%*%*%**1%*%*%*%

**-*1-***212**---2Citipost
**-%*%*%-%*%**1%*%*%**-%-%-%*%

**--2--**--2**---2Lynx
**-%-%*%-%-%**-%-%*%**-%-%-%*%

a

**2---2**---**---2UK / British Mail
***%-%-%-%*%**-%-%-%**-%-%-%*%

**--11-**-1-**-1-1Pallet Lines
**-%-%*%*%-%**-%*%-%**-%*%-%*%

**-1111**--1**-1-1Local Courier
**-%*%*%*%*%**-%-%*%**-%*%-%*%

**111-1**-1-**---1Secured Mail
***%*%*%-%*%**-%*%-%**-%-%-%*%

***--****-****-**1Neo Post
***%-%-%*%*%**-%*%*%**-%*%*%*%

****************-*Eagle Couriers
***%*%*%*%*%***%*%*%***%*%-%*%

**-*-****--***--**Freight - Better / Night
**-%*%-%*%*%**-%-%*%**-%-%*%*%

****--***-*-**---*Interparcel
***%*%-%-%*%**-%*%-%**-%-%-%*%

**--*--**-*-**---*One Post
**-%-%*%-%-%**-%*%-%**-%-%-%*%

*********-*-**-*-*Priority Express
***%*%*%*%*%**-%*%-%**-%*%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**88-59**-*-***5217None
**1%1%-%1%1%**-%*%-%***%1%1%1%

c

**11-*1**2-2**-*-4Don't know
***%*%-%*%*%**1%-%*%**-%*%-%*%

b

**6182586387**245271**166131170Other answers
**8%8%10%9%8%**15%11%14%**14%9%9%9%

a
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********62078336572401862971597Royal Mail
********82%82%79%81%80%84%81%80%

********229265121610988138600DPD
********30%28%27%23%36%40%38%30%

ddd

********173219113610373107478DHL
********23%23%25%52%34%33%29%24%

abce

********14919613281026193451UPS
********20%20%29%40%34%28%25%23%

aa

********1501761117765084401Parcelforce
********20%18%24%24%25%23%23%20%

********14917858495068350Hermes
********20%19%11%12%16%23%19%18%

cde

********801011722583950233TNT Express
********11%10%37%31%19%18%14%12%

abcabca

********811001124453250216FedEx
********11%10%24%34%15%15%13%11%

aabc

********678335252442191Yodel
********9%9%6%8%8%11%12%10%

********32353718111287UK Mail
********4%4%6%10%6%5%3%4%

a

********24262245849Amazon
********3%3%4%3%1%2%2%2%

Whistl (Previously known
********283534106846as TNT Post)
********4%4%7%6%3%3%2%2%

a

********1313**871232DX
********2%1%1%1%3%3%3%2%

********7134471430APC
********1%1%9%6%2%1%1%2%

abcab

********461142418Tuffnels
********1%1%3%2%1%1%1%1%

********13****-7Parcels to go
*********%*%1%1%*%*%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Interlink / Interlink
********12---1-7Express / Direct
*********%*%-%-%-%1%-%*%

********42-----6DHS
********1%*%-%-%-%-%-%*%

********2*----*5Pitney Bowes
*********%*%-%-%-%-%*%*%

********1-*-2*-4Business Post
*********%-%1%-%1%*%-%*%

a

********111*1114Fastway Couriers
*********%*%2%1%*%*%*%*%

********11--*-*3Postal Sort
*********%*%-%-%*%-%*%*%

********22-11112Collect Plus
*********%*%-%1%*%*%*%*%

********-*****12Citipost
********-%*%1%1%*%*%*%*%

********-------2Lynx
********-%-%-%-%-%-%-%*%

********2------2UK / British Mail
*********%-%-%-%-%-%-%*%

********-------1Pallet Lines
********-%-%-%-%-%-%-%*%

********-1--1--1Local Courier
********-%*%-%-%*%-%-%*%

********11---111Secured Mail
*********%*%-%-%-%1%*%*%

*********------1Neo Post
*********%-%-%-%-%-%-%*%

***********--***Eagle Couriers
*********%*%1%-%-%*%*%*%

********-*-----*Freight - Better / Night
********-%*%-%-%-%-%-%*%

**********-----*Interparcel
*********%*%-%-%-%-%-%*%

********-----***One Post
********-%-%-%-%-%*%*%*%

**********---***Priority Express
*********%*%-%-%-%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********65-----17None
********1%1%-%-%-%-%-%1%

********11-----4Don't know
*********%*%-%-%-%-%-%*%

********557687341735170Other answers
********7%8%17%9%11%8%9%9%

b
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

1319191**1305**3581485919155512261503120914851597Royal Mail
82%80%**82%**81%79%81%80%79%79%80%79%80%

b

46775**472**129563365580502563449556600DPD
29%31%**30%**29%30%32%30%32%30%30%30%30%

36676**373**148457313465388462375454478DHL
23%32%**24%**34%24%28%24%25%24%25%24%24%

baabb

33467**357**147422268440379427348421451UPS
21%28%**23%**33%23%24%23%24%23%23%22%23%

bab

30054**309**93374256387323373313370401Parcelforce
19%23%**20%**21%20%23%20%21%20%21%20%20%

26355**267**86327216339271330265325350Hermes
16%23%**17%**19%17%19%17%17%17%17%17%18%

b

15734**158**79220141227188215178211233TNT Express
10%14%**10%**18%12%13%12%12%11%12%11%12%

bab

16536**162**85201140203184202175196216FedEx
10%15%**10%**19%11%12%10%12%11%12%10%11%

bab

14332**157**45186123186169182159182191Yodel
9%14%**10%**10%10%11%10%11%10%10%10%10%

b

6014**62**258348867279687987UK Mail
4%6%**4%**6%4%4%4%5%4%5%4%4%

424**38**64824484448444849Amazon
3%2%**2%**1%3%2%2%3%3%3%3%2%

Whistl (Previously known
3314**35**144616463946424646as TNT Post)

2%6%**2%**3%2%1%2%2%2%3%2%2%

ba

275**25**113226323030293032DX
2%2%**2%**2%2%2%2%2%2%2%2%2%

1311**20**83022282328262830APC
1%5%**1%**2%2%2%1%1%1%2%1%2%

b

133**9**51814181818171818Tuffnels
1%1%**1%**1%1%1%1%1%1%1%1%1%

a

31**3**277775557Parcels to go
*%1%***%**1%*%1%*%*%*%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

Interlink / Interlink
51**7**172777557Express / Direct
*%1%***%***%*%*%*%*%*%*%*%*%

4-**4**264646466DHS
*%-%***%***%*%*%*%*%*%*%*%*%

3-**1**444555455Pitney Bowes
*%-%***%**1%*%*%*%*%*%*%*%*%

b

4-**4***4*444244Business Post
*%-%***%***%*%*%*%*%*%*%*%*%

3***2**332333234Fastway Couriers
*%*%***%**1%*%*%*%*%*%*%*%*%

2***1**122322223Postal Sort
*%*%***%***%*%*%*%*%*%*%*%*%

21**2**121222222Collect Plus
*%*%***%***%*%*%*%*%*%*%*%*%

1-**1**222222-22Citipost
*%-%***%***%*%*%*%*%*%-%*%*%

2-**-**--------2Lynx
*%-%**-%**-%-%-%-%-%-%-%-%*%

2-**2**-22222-22UK / British Mail
*%-%***%**-%*%*%*%*%*%-%*%*%

1-**1**-11111-11Pallet Lines
*%-%***%**-%*%*%*%*%*%-%*%*%

-1**1**-1-111111Local Courier
-%1%***%**-%*%-%*%*%*%*%*%*%

b

1-**-**-1-111111Secured Mail
*%-%**-%**-%*%-%*%*%*%*%*%*%

1-**1**-11111*11Neo Post
*%-%***%**-%*%*%*%*%*%*%*%*%

*-**************Eagle Couriers
*%-%***%***%*%*%*%*%*%*%*%*%

*-**-***********Freight - Better / Night
*%-%**-%***%*%*%*%*%*%*%*%*%

*-**-**-********Interparcel
*%-%**-%**-%*%*%*%*%*%*%*%*%

*-*****-*-****-*One Post
*%-%***%**-%*%-%*%*%*%*%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

*-*****-********Priority Express
*%-%***%**-%*%*%*%*%*%*%*%*%

16***15**515717101591517None
1%*%**1%**1%1%1%1%1%1%1%1%1%

1-**1**233433334Don't know
*%-%***%**1%*%*%*%*%*%*%*%*%

11925**124**45164101170146165138162170Other answers
7%10%**8%**10%9%9%9%9%9%9%9%9%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

793804133787170278114616324866**2691597Royal Mail
81%79%80%88%73%77%81%78%69%72%**70%80%

aa

3062944813880914297713536**150600DPD
31%29%29%39%34%25%30%36%38%39%**39%30%

cc

2432353424095693376712041**144478DHL
25%23%21%41%41%19%24%32%34%45%**38%24%

ccbcb

23721431231107752848515038**162451UPS
24%21%19%31%46%21%20%40%42%41%**42%23%

cbcbc

1952062992477592805612029**131401Parcelforce
20%20%18%24%33%16%20%27%34%32%**34%20%

cbc

177174253277054249428722**87350Hermes
18%17%15%27%30%15%18%20%24%24%**23%18%

cc

125108153215840150408236**95233TNT Express
13%11%9%21%25%11%11%19%23%39%**25%12%

ccbcb

104112155253638140376019**71216FedEx
11%11%9%25%15%10%10%18%17%21%**18%11%

accbc

1009214719252913725475**48191Yodel
10%9%9%19%11%8%10%12%13%6%**12%10%

ac

4642615221746242612**3087UK Mail
5%4%4%5%9%5%3%12%7%13%**8%4%

cbc

311848*-838121**449Amazon
3%2%3%*%-%2%3%1%1%1%**1%2%

aa

Whistl (Previously known
18283844932542**646as TNT Post)

2%3%2%4%2%3%2%2%1%2%**2%2%

112124175231145**1732DX
1%2%1%1%3%1%2%1%4%5%**4%2%

21101451131612136**1530APC
2%1%1%5%5%1%1%6%4%7%**4%2%

accbc

51474749646**518Tuffnels
*%1%*%5%3%1%1%3%1%7%**1%1%

bccbb
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

524-361*2-**27Parcels to go
1%*%*%-%1%2%*%*%1%-%**1%*%

cb

Interlink / Interlink
335-115-1-**17Express / Direct
*%*%*%-%1%*%*%-%*%-%***%*%

244-24-22-**26DHS
*%*%*%-%1%1%-%1%1%-%**1%*%

bb

2222*4**4-**25Pitney Bowes
*%*%*%2%*%1%*%*%1%-%**1%*%

acb

-44-*31-*-***4Business Post
-%*%*%-%*%1%*%-%*%-%***%*%

b

133-112111**14Fastway Couriers
*%*%*%-%*%*%*%*%*%1%***%*%

211*112*1***13Postal Sort
*%*%*%*%*%*%*%*%*%*%***%*%

2*2-1-11*-***2Collect Plus
*%*%*%-%*%-%*%1%*%-%***%*%

11*-2**11-**12Citipost
*%*%*%-%1%*%*%1%*%-%***%*%

cb

2-2---2-2-**22Lynx
*%-%*%-%-%-%*%-%1%-%**1%*%

-22---2---**-2UK / British Mail
-%*%*%-%-%-%*%-%-%-%**-%*%

1--1--1---**-1Pallet Lines
*%-%-%1%-%-%*%-%-%-%**-%*%

c

-11---1---**-1Local Courier
-%*%*%-%-%-%*%-%-%-%**-%*%

-11---1---**-1Secured Mail
-%*%*%-%-%-%*%-%-%-%**-%*%

-1-**-**-****1Neo Post
-%*%-%*%*%-%*%*%-%*%***%*%

c

*-*---*---**-*Eagle Couriers
*%-%*%-%-%-%*%-%-%-%**-%*%

*--*---**-****Freight - Better / Night
*%-%-%*%-%-%-%*%*%-%***%*%

c
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

***--**-*-****Interparcel
*%*%*%-%-%*%*%-%*%-%***%*%

*--*---**-****One Post
*%-%-%*%-%-%-%*%*%-%***%*%

*-*---*-*-****Priority Express
*%-%*%-%-%-%*%-%*%-%***%*%

7916-1682*-***17None
1%1%1%-%*%2%1%1%*%-%***%1%

b

4-12*-122-**24Don't know
*%-%*%2%*%-%*%1%1%-%**1%*%

cb

7298129132832116215810**62170Other answers
7%10%8%13%12%9%8%10%16%11%**16%9%

c
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

9113916520811386155162861381491051597Royal Mail
82%76%80%86%76%78%82%84%74%77%77%83%80%

bcdhkd

306048844632605741535634600DPD
27%33%23%35%31%29%32%30%35%29%29%27%30%

jjj

305854574321334719464524478DHL
28%32%26%24%29%19%17%24%16%25%23%19%24%

dfadfgdfadfgd

234437602827493722535119451UPS
21%24%18%25%19%25%26%19%19%29%26%15%23%

aaaaadehja

173741593120413230324317401Parcelforce
16%20%20%24%21%18%22%17%25%18%22%14%20%

aaela

133834413131222618364912350Hermes
12%21%17%17%21%28%11%14%16%20%25%10%18%

aflaafladefijlafadefjl

112624271814261716201915233TNT Express
10%14%12%11%12%12%14%9%14%11%10%12%12%

16182927171312264222211216FedEx
14%10%14%11%11%12%6%13%4%12%11%9%11%

dfddfddddfdd

9181822118251411182811191Yodel
8%10%9%9%7%7%13%7%9%10%14%9%10%

eg

49571119107715487UK Mail
4%5%2%3%7%1%5%5%6%4%8%3%4%

ggjgggagj

37753555234149Amazon
3%4%3%2%2%4%2%2%2%2%2%1%2%

aa

Whistl (Previously known
*3432175110-1046as TNT Post)
*%2%2%1%1%1%4%3%1%6%-%8%2%

bbbdgiklbdeghijkl

22641*55122232DX
2%1%3%2%*%*%2%2%1%1%1%2%2%

g

-4755-1--26130APC
-%2%3%2%3%-%*%-%-%1%3%*%2%

defgldefgldefgl

16211*-214--18Tuffnels
1%3%1%*%1%*%-%1%*%2%-%-%1%

abfgiabf

2---*3-**-2*7Parcels to go
2%-%-%-%*%2%-%*%*%-%1%*%*%

fjk

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 21  (continuation)                                                                                                                                                    Page 421

QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

Interlink / Interlink
-3------2-2-7Express / Direct
-%1%-%-%-%-%-%-%2%-%1%-%*%

---2---2---26DHS
-%-%-%1%-%-%-%1%-%-%-%1%*%

---2--**-*2-5Pitney Bowes
-%-%-%1%-%-%*%*%-%*%1%-%*%

-1----**2---4Business Post
-%1%-%-%-%-%*%*%2%-%-%-%*%

---1--1*-1114Fastway Couriers
-%-%-%*%-%-%1%*%-%*%*%*%*%

***-**-**1-*3Postal Sort
*%*%*%-%*%*%-%*%*%*%-%*%*%

*-1-1-------2Collect Plus
*%-%1%-%*%-%-%-%-%-%-%-%*%

1-1---------2Citipost
1%-%1%-%-%-%-%-%-%-%-%-%*%

---2--------2Lynx
-%-%-%1%-%-%-%-%-%-%-%-%*%

----------2-2UK / British Mail
-%-%-%-%-%-%-%-%-%-%1%-%*%

--1---------1Pallet Lines
-%-%1%-%-%-%-%-%-%-%-%-%*%

--1---------1Local Courier
-%-%1%-%-%-%-%-%-%-%-%-%*%

--1---------1Secured Mail
-%-%1%-%-%-%-%-%-%-%-%-%*%

-------**---1Neo Post
-%-%-%-%-%-%-%*%*%-%-%-%*%

*-----------*Eagle Couriers
*%-%-%-%-%-%-%-%-%-%-%-%*%

--*---------*Freight - Better / Night
-%-%*%-%-%-%-%-%-%-%-%-%*%

---*---*----*Interparcel
-%-%-%*%-%-%-%*%-%-%-%-%*%

----*-------*One Post
-%-%-%-%*%-%-%-%-%-%-%-%*%

----*-------*Priority Express
-%-%-%-%*%-%-%-%-%-%-%-%*%

1--3--72-1*317None
1%-%-%1%-%-%4%1%-%1%*%2%1%

bcdghjkj

1--3--------4Don't know
1%-%-%1%-%-%-%-%-%-%-%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

8121418221812181312149170Other answers
7%7%7%8%15%16%6%9%11%7%7%7%9%

abcfijkabcfijkl
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

3954064043921597Royal Mail
79%81%81%78%80%

138161158143600DPD
28%32%32%29%30%

14312199114478DHL
29%24%20%23%24%

ab

105115109122451UPS
21%23%22%24%23%

9611010392401Parcelforce
19%22%21%18%20%

851036697350Hermes
17%21%13%19%18%

bb

61595954233TNT Express
12%12%12%11%12%

63564255216FedEx
13%11%8%11%11%

b

44405057191Yodel
9%8%10%11%10%

1819252587UK Mail
4%4%5%5%4%

171211849Amazon
3%2%2%2%2%

Whistl (Previously known
86122046as TNT Post)
2%1%2%4%2%

cd

10510732DX
2%1%2%1%2%

1191930APC
2%2%*%2%2%

bbb

923418Tuffnels
2%*%1%1%1%

c

23*27Parcels to go
*%1%*%*%*%

Interlink / Interlink
3-227Express / Direct
1%-%*%*%*%

-2226DHS
-%*%*%*%*%

-2125Pitney Bowes
-%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 21  (continuation)                                                                                                                                                    Page 424

QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

1-3-4Business Post
*%-%1%-%*%

-1124Fastway Couriers
-%*%*%*%*%

1*113Postal Sort
*%*%*%*%*%

21--2Collect Plus
*%*%-%-%*%

2---2Citipost
*%-%-%-%*%

-2--2Lynx
-%*%-%-%*%

---22UK / British Mail
-%-%-%*%*%

1---1Pallet Lines
*%-%-%-%*%

1---1Local Courier
*%-%-%-%*%

1---1Secured Mail
*%-%-%-%*%

--1-1Neo Post
-%-%*%-%*%

*---*Eagle Couriers
*%-%-%-%*%

*---*Freight - Better / Night
*%-%-%-%*%

-**-*Interparcel
-%*%*%-%*%

-*--*One Post
-%*%-%-%*%

-*--*Priority Express
-%*%-%-%*%

139417None
*%1%2%1%1%

d

13--4Don't know
*%1%-%-%*%

34584335170Other answers
7%12%9%7%9%

ad
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

5634118507677567133618161872Royal Mail
94%94%95%95%93%93%98%96%91%94%94%

4*730202**17173Parcelforce
7%1%6%6%3%4%4%3%4%4%4%

aa

5*717193*126972DPD
8%*%6%3%3%6%4%5%6%4%4%

abdaa

6-1119192**16668UPS
10%-%9%4%3%3%7%2%2%3%3%

abdabd

2-212371-*16667Hermes
4%-%2%2%5%1%-%1%2%3%3%

be

1*6241821*15961DHL
2%*%4%5%2%3%9%1%2%3%3%

abce

1147173*123841TNT Express
1%2%3%1%2%5%5%5%5%2%2%

aaa

*-1421**11618FedEx
*%-%1%1%*%2%3%2%2%1%1%

a

1-3431***1213APC
2%-%2%1%*%2%6%1%1%1%1%

aaabe

*2161*--*1111UK Mail
*%5%1%1%*%*%-%-%1%1%1%

abeaa

*--*5*-*-77Yodel
*%-%-%*%1%*%-%1%-%*%*%

*****1**156DX
*%*%*%*%*%2%3%1%2%*%*%

aaa

*--*3*--*66Pitney Bowes
*%-%-%*%*%*%-%-%*%*%*%

*--3-*-*-33Parcels to go
*%-%-%*%-%*%-%1%-%*%*%

--*--*--*22Tuffnels
-%-%*%-%-%*%-%-%1%*%*%

a

*----*--*12Interparcel
*%-%-%-%-%1%-%-%1%*%*%

aa

----1*--*11Fastway Couriers
-%-%-%-%*%*%-%-%*%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

1--------11Pallet Lines
2%-%-%-%-%-%-%-%-%*%*%

ab

**-*-*****1Postal Sort
*%*%-%*%-%1%3%1%*%*%*%

aabaa

Whistl (Previously known
---*-*-*-*1as TNT Post)
-%-%-%*%-%*%-%1%-%*%*%

a

*---**--**1Amazon
*%-%-%-%*%*%-%-%*%*%*%

---*-----**Neo Post
-%-%-%*%-%-%-%-%-%*%*%

----*----**Collect Plus
-%-%-%-%*%-%-%-%-%*%*%

---*-*--*-*One Post
-%-%-%*%-%*%-%-%*%-%*%

a

-----*-*--*Priority Express
-%-%-%-%-%*%-%1%-%-%*%

a

*3217234**36670Other answers
1%8%2%3%3%6%7%3%7%3%4%

ceaa

433389415584445112815401583NET: RM Only
73%90%72%78%81%73%69%79%71%79%79%

bcecebe

13229929212228277289NET: RM and Other
22%4%24%17%13%20%29%17%19%14%14%

adadadaaa

NET: Provider other than
32625494*14124128RM
6%6%5%5%7%7%2%4%9%6%6%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

88104921588135147180308165622681052171872Royal Mail
96%99%92%93%92%88%94%94%95%92%98%87%93%94%

bhabdefghijkbhbhabdhijk

m

433632516158-72873Parcelforce
5%3%3%4%1%3%8%5%4%-%3%2%3%4%

cdhijkl

474582101186564472DPD
4%7%4%3%2%6%6%3%4%7%2%3%2%4%

acfja

1226387811411010468UPS
1%2%2%4%6%4%4%3%3%2%4%8%2%3%

mlmmmmaklm

1226261161113272467Hermes
1%2%2%4%4%7%3%3%7%3%3%2%2%3%

mmaklmmmacjklm

1315610210421196261DHL
1%2%1%3%7%1%5%1%1%2%7%5%1%3%

aefhkmaefkmaefhjkl

m

*21389*198234241TNT Express
*%1%1%2%6%*%1%3%5%3%1%3%1%2%

acghjklmmacghkmmm

111162144**--418FedEx
1%1%1%1%1%1%2%1%*%*%-%-%2%1%

c

--*13-33-311-113APC
-%-%*%1%-%2%1%-%2%2%*%-%1%1%

flmlmflm

-1-10-21-3--1211UK Mail
-%1%-%1%-%1%1%-%2%-%-%1%1%1%

cfkm

-**72----12-17Yodel
-%*%*%*%1%-%-%-%-%2%1%-%1%*%

fm

1*15--1-2-2--6DX
1%*%1%*%-%-%1%-%1%-%1%-%-%*%

**-52-2-1-*--6Pitney Bowes
*%*%-%*%1%-%1%-%1%-%*%-%-%*%

---3---*--11-3Parcels to go
-%-%-%*%-%-%-%*%-%-%*%1%-%*%

---2-**-2----2Tuffnels
-%-%-%*%-%*%*%-%1%-%-%-%-%*%

j

-*-2*-----1-*2Interparcel
-%*%-%*%*%-%-%-%-%-%*%-%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

1------------1Fastway Couriers
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

---1--1------1Pallet Lines
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

1------------1Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

Whistl (Previously known
1------------1as TNT Post)
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

1------------1Amazon
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

--*----------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

j

--*----------*Collect Plus
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

j

---*-*-------*One Post
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

-*-----------*Priority Express
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

22561676176174770Other answers
2%2%5%4%4%4%3%5%4%2%2%3%3%4%

778782133710312714326012656228932011583NET: RM Only
84%83%82%79%70%76%75%79%73%83%83%77%86%79%

egieieieieghij

11171025132203748396401216289NET: RM and Other
12%16%10%15%22%12%19%15%22%9%15%10%7%14%

aaabkmakmaabdhjkma

NET: Provider other than
418115122011208661516128RM
4%1%8%7%8%12%6%6%5%8%2%13%7%6%

lclclclcejlmlllclcejlmcl
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

1631709436143673111054536159**155751872Royal Mail
93%94%95%93%95%95%93%91%100%**89%94%94%

beabefghb

2712251172*384**9373Parcelforce
1%4%5%3%2%2%*%6%2%**5%4%4%

bfhh

567116182345***12172DPD
3%4%2%4%1%2%5%8%*%**7%1%4%

dhadghadh

*6746394129-**16368UPS
*%4%1%4%1%3%2%5%-%**9%4%3%

bbddhdhdefhdh

6611651133-42***8-67Hermes
3%3%3%3%2%3%-%7%*%**5%-%3%

dadfhadh

4566551072261**9161DHL
3%3%1%4%1%6%4%4%*%**5%2%3%

bdhddhadehdh

14013287--142**12-41TNT Express
1%2%3%2%1%-%-%2%1%**7%-%2%

hadefghadefgh

*174132--7-**7-18FedEx
*%1%1%1%*%-%-%1%-%**4%-%1%

hdegh

2113101-*10-**2-13APC
1%1%1%1%*%-%*%2%-%**1%-%1%

h

29-11---6***2211UK Mail
1%*%-%1%-%-%-%1%*%**1%2%1%

hhh

-7*73-*2-**2-7Yodel
-%*%*%*%*%-%*%*%-%**1%-%*%

33*66*-*-***-6DX
2%*%*%*%1%*%-%*%-%***%-%*%

a

-62422-2***--6Pitney Bowes
-%*%*%*%*%2%-%*%*%**-%-%*%

h

*3-33----**--3Parcels to go
*%*%-%*%*%-%-%-%-%**-%-%*%

-22*---*-***-2Tuffnels
-%*%*%*%-%-%-%*%-%***%-%*%

aabdegh

-2*2*--*-**1-2Interparcel
-%*%*%*%*%-%-%*%-%**1%-%*%

h
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

-1*11--1-**--1Fastway Couriers
-%*%*%*%*%-%-%*%-%**-%-%*%

-1-1---1-**--1Pallet Lines
-%*%-%*%-%-%-%*%-%**-%-%*%

-1*11----***-1Postal Sort
-%*%*%*%*%-%-%-%-%***%-%*%

Whistl (Previously known
-1-1---*-**-*1as TNT Post)
-%*%-%*%-%-%-%*%-%**-%1%*%

h

-1***-*--**--1Amazon
-%*%*%*%*%-%*%-%-%**-%-%*%

-**-*----**--*Neo Post
-%*%*%-%*%-%-%-%-%**-%-%*%

-*-*----***--*Collect Plus
-%*%-%*%-%-%-%-%*%**-%-%*%

-*-*-----***-*One Post
-%*%-%*%-%-%-%-%-%***%-%*%

-*-**----**--*Priority Express
-%*%-%*%*%-%-%-%-%**-%-%*%

9611753294-17***17170Other answers
5%3%4%3%4%3%-%3%*%**10%1%4%

dacdefgh

145143937412096649653406152**105681583NET: RM Only
83%79%82%78%87%83%90%69%96%**60%86%79%

bebebebabceghbbe

1827161227681421317**517289NET: RM and Other
10%15%13%15%9%12%3%22%4%**29%9%14%

ddfadfghdfhadfgh

NET: Provider other than
1211622106366454***205128RM

7%6%5%7%5%5%7%9%*%**11%6%6%

ddddhcdhd
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

399269116910017721872Royal Mail
93%95%94%90%94%94%

25113437073Parcelforce
6%4%3%3%4%4%

a

29172336972DPD
7%6%2%2%4%4%

aa

36131726668UPS
8%5%1%2%3%3%

aa

20162736567Hermes
5%6%2%2%3%3%

aa

23122545761DHL
5%4%2%4%3%3%

aa

9527-4141TNT Express
2%2%2%-%2%2%

1026-1818FedEx
2%1%*%-%1%1%

a

71511213APC
2%*%*%1%1%1%

a

524-1111UK Mail
1%1%*%-%1%1%

a

3*3-77Yodel
1%*%*%-%*%*%

321-66DX
1%1%*%-%*%*%

-24-66Pitney Bowes
-%1%*%-%*%*%

1-1-33Parcels to go
*%-%*%-%*%*%

*-2-22Tuffnels
*%-%*%-%*%*%

-1*-22Interparcel
-%*%*%-%*%*%

1-1-11Fastway Couriers
*%-%*%-%*%*%

1---11Pallet Lines
*%-%-%-%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

**1-11Postal Sort
*%*%*%-%*%*%

Whistl (Previously known
**--11as TNT Post)
*%*%-%-%*%*%

--1-11Amazon
-%-%*%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

-*--**Collect Plus
-%*%-%-%*%*%

*---**One Post
*%-%-%-%*%*%

-*--**Priority Express
-%*%-%-%*%*%

1594656570Other answers
4%3%4%5%3%4%

28621410529314901583NET: RM Only
66%76%84%83%79%79%

cbc

112551177281289NET: RM and Other
26%19%9%7%15%14%

abab

NET: Provider other than
32137611117128RM

7%5%6%10%6%6%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

245854773**391833************20516271872Royal Mail
86%95%95%**85%94%************86%95%94%

ccbcjbcj

273511**370************244673Parcelforce
9%4%1%**6%4%************10%3%4%

abaai

323010**1161************214072DPD
11%3%1%**23%3%************9%2%4%

abaabiabiai

37246**661************313068UPS
13%3%1%**14%3%************13%2%3%

abaaiaaiai

154111***67************145267Hermes
5%5%1%**1%3%************6%3%3%

aaai

28257**1150************183261DHL
10%3%1%**23%3%************7%2%3%

abaabiabiai

21173**734************142041TNT Express
7%2%*%**16%2%************6%1%2%

abaabiabiai

1323***17************12518FedEx
4%*%*%**1%1%************5%*%1%

abaai

103-**310************7313APC
4%*%-%**6%1%************3%*%1%

abaiaiai

101-**56************5111UK Mail
4%*%-%**10%*%************2%*%1%

ababiabiai

*52**-7*************77Yodel
*%1%*%**-%*%*************%*%*%

15-***6************156DX
*%1%-%**1%*%*************%*%*%

33-**-6************336Pitney Bowes
1%*%-%**-%*%************1%*%*%

aa

11-**11************-13Parcels to go
*%*%-%**3%*%************-%*%*%

abiabi

*2-**-2*************22Tuffnels
*%*%-%**-%*%*************%*%*%

1*-**1*************-*2Interparcel
*%*%-%**3%*%************-%*%*%

abiabi

1*-**-1************1*1Fastway Couriers
*%*%-%**-%*%*************%*%*%

ai
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

1--**1-************--1Pallet Lines
*%-%-%**3%-%************-%-%*%

babi

*1-***1*************11Postal Sort
*%*%-%***%*%*************%*%*%

Whistl (Previously known
1--*****************-1as TNT Post)
*%-%-%**1%*%*************%-%*%

aiai

-****-1************-11Amazon
-%*%*%**-%*%************-%*%*%

*--**-**************-*Neo Post
*%-%-%**-%*%*************%-%*%

-*-**-*************-**Collect Plus
-%*%-%**-%*%************-%*%*%

*--**-**************-*One Post
*%-%-%**-%*%*************%-%*%

-*-**-*************-**Priority Express
-%*%-%**-%*%************-%*%*%

172429**466************135370Other answers
6%3%4%**10%3%************5%3%4%

baiai

131715737**151568************11614521583NET: RM Only
46%79%91%**33%80%************48%85%79%

cbcbcjcjbcij

11313936**24265************89175289NET: RM and Other
40%15%4%**52%14%************37%10%14%

abaabiaaiai

NET: Provider other than
414740**7121************3487128RM
14%5%5%**15%6%************14%5%6%

abaiaiai
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********5012151215416657129874311581872Royal Mail
**********99%97%95%98%90%97%97%97%94%

ddfdfdfdf

**********53458246339273373Parcelforce
**********9%3%5%6%9%3%3%3%4%

aacacabcef

**********22741126230192672DPD
**********4%2%3%3%8%2%3%2%4%

abcef

**********-364485736302868UPS
**********-%3%3%2%8%3%4%2%3%

abcefae

**********-4837105648413367Hermes
**********-%4%3%2%8%4%5%3%3%

acefacef

**********-3844144440323361DHL
**********-%3%3%3%6%3%4%3%3%

acef

**********22731122929212641TNT Express
**********4%2%2%3%4%2%3%2%2%

acf

***********161561616101218FedEx
***********%1%1%1%2%1%1%1%1%

**********-71231276413APC
**********-%1%1%1%2%1%1%*%1%

ac

**********-31031131111UK Mail
**********-%*%1%1%1%*%*%*%1%

acaabc

**********-55175457Yodel
**********-%*%*%*%1%*%1%*%*%

**********154116466DX
**********1%*%*%*%*%*%1%1%*%

a

**********-44*-4426Pitney Bowes
**********-%*%*%*%-%*%*%*%*%

**********-*3*31113Parcels to go
**********-%*%*%*%*%*%*%*%*%

**********-22**2*22Tuffnels
**********-%*%*%*%*%*%*%*%*%

**********-2**22122Interparcel
**********-%*%*%*%*%*%*%*%*%

**********-*1-1*-*1Fastway Couriers
**********-%*%*%-%*%*%-%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********--1-1---1Pallet Lines
**********-%-%*%-%*%-%-%-%*%

***********11**1*11Postal Sort
***********%*%*%*%*%*%*%*%*%

Whistl (Previously known
**********-*11*11-1as TNT Post)
**********-%*%*%*%*%*%*%-%*%

a

**********--------1Amazon
**********-%-%-%-%-%-%-%-%*%

**********-----*-**Neo Post
**********-%-%-%-%-%*%-%*%*%

a

**********-******-*Collect Plus
**********-%*%*%*%*%*%*%-%*%

**********--***---*One Post
**********-%-%*%*%*%-%-%-%*%

**********-*--*****Priority Express
**********-%*%-%-%*%*%*%*%*%

***********4333123544264370Other answers
**********1%3%3%3%5%3%3%4%4%

f

**********421021100334042810915899881583NET: RM Only
**********85%81%78%80%58%81%77%83%79%

ddbddbdf

**********719421276229207154170289NET: RM and Other
**********15%15%17%18%31%15%20%14%14%

abcefacf

NET: Provider other than
***********4367976442535128RM
**********1%3%5%2%10%3%3%3%6%

abceabcef
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**139301395457**************6441872Royal Mail
**97%99%97%95%**************90%94%

a

**78168**************6173Parcelforce
**5%3%4%2%**************8%4%

aa

**51087**************5772DPD
**3%3%2%1%**************8%4%

**610516**************5568UPS
**4%3%1%3%**************8%3%

b

**2131418**************5567Hermes
**2%4%4%4%**************8%3%

**291118**************4461DHL
**2%3%3%4%**************6%3%

**211412**************2841TNT Express
**2%4%1%2%**************4%2%

b

**3644**************1618FedEx
**2%2%1%1%**************2%1%

**2131**************1113APC
**1%*%1%*%**************2%1%

**21--**************1111UK Mail
**1%*%-%-%**************1%1%

ab

**-*13**************77Yodel
**-%*%*%1%**************1%*%

**32-1**************16DX
**2%1%-%*%***************%*%

ab

**-4--**************-6Pitney Bowes
**-%1%-%-%**************-%*%

ab

**---1**************13Parcels to go
**-%-%-%*%***************%*%

***2--***************2Tuffnels
***%1%-%-%***************%*%

**-*-1**************22Interparcel
**-%*%-%*%***************%*%

**--*-**************11Fastway Couriers
**-%-%*%-%***************%*%

**----**************11Pallet Lines
**-%-%-%-%***************%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**1**-***************1Postal Sort
**1%*%*%-%***************%*%

Whistl (Previously known
**1---***************1as TNT Post)
***%-%-%-%***************%*%

**----**************-1Amazon
**-%-%-%-%**************-%*%

***---**************-*Neo Post
***%-%-%-%**************-%*%

**--*-****************Collect Plus
**-%-%*%-%***************%*%

**----****************One Post
**-%-%-%-%***************%*%

***---****************Priority Express
***%-%-%-%***************%*%

**331524**************3470Other answers
**2%1%4%5%**************5%4%

cc

**109244338395**************4261583NET: RM Only
**76%80%83%82%**************59%79%

**30575762**************219289NET: RM and Other
**21%19%14%13%**************30%14%

aba

NET: Provider other than
**431225**************74128RM
**3%1%3%5%**************10%6%

c
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

812891101762263**381**581681362811872Royal Mail
16%100%46%100%94%**87%**74%92%90%91%94%

bbaddd

138304317**44**131782573Parcelforce
2%3%13%2%6%**10%**16%9%5%8%4%

acab

*29333917**44**172561172DPD
*%2%14%2%6%**10%**22%14%4%3%4%

aabab

-3637319**49**181281668UPS
-%3%15%2%3%**11%**24%6%6%5%3%

acabc

543343417**38**615122267Hermes
9%3%14%2%6%**9%**8%8%8%7%3%

aa

930313013**31**51581261DHL
18%2%13%2%5%**7%**7%8%5%4%3%

aaa

42624166**23**4125741TNT Express
7%2%10%1%2%**5%**5%6%3%2%2%

aaca

2141163**12**661318FedEx
3%1%5%*%1%**3%**7%4%*%1%1%

aabab

1613****12**531113APC
2%*%5%*%*%**3%**6%2%1%*%1%

aacab

1292-**11**512211UK Mail
1%*%4%*%-%**2%**7%*%1%1%1%

acabc

-5432**5**-3-37Yodel
-%*%2%*%1%**1%**-%2%-%1%*%

a

24241*******1*6DX
4%*%1%*%*%***%***%*%*%*%*%

a

2141-**-**----6Pitney Bowes
4%*%2%*%-%**-%**-%-%-%-%*%

aa

-111-**3**--113Parcels to go
-%*%1%*%-%**1%**-%-%1%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-22*-*******--2Tuffnels
-%*%1%*%-%***%***%*%-%-%*%

a

-22*1*****--**2Interparcel
-%*%1%*%*%***%**-%-%*%*%*%

a

-*1--**1**-1--1Fastway Couriers
-%*%1%-%-%***%**-%1%-%-%*%

a

--1--**1**----1Pallet Lines
-%-%1%-%-%***%**-%-%-%-%*%

a

1-1-******---*1Postal Sort
2%-%*%-%*%***%**-%-%-%*%*%

aa

Whistl (Previously known
**1--*****--*-1as TNT Post)
*%*%*%-%-%***%**-%-%*%-%*%

--1--**-**----1Amazon
-%-%*%-%-%**-%**-%-%-%-%*%

*-*--**-**----*Neo Post
1%-%*%-%-%**-%**-%-%-%-%*%

a

-**--*****-*--*Collect Plus
-%*%*%-%-%***%**-%*%-%-%*%

--*-***-**-*--*One Post
-%-%*%-%*%**-%**-%*%-%-%*%

-*-****-**--*-*Priority Express
-%*%-%*%*%**-%**-%-%*%-%*%

271752185**30**11091370Other answers
51%1%22%1%2%**7%**1%5%6%4%4%

aac

-1091-1583220**200**18921002121583NET: RM Only
-%85%-%90%78%**45%**24%50%66%69%79%

bbadcdcd

819811017943**182**40773669289NET: RM and Other
16%15%46%10%15%**41%**51%42%24%22%14%

acabab
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

NET: Provider other than
44-128-18**58**20141626128RM
84%-%54%-%6%**13%**26%8%10%9%6%

aacabc
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1191104396155502**191149801872Royal Mail
**97%97%97%68%100%**100%95%100%94%

bb

**630184024**33342173Parcelforce
**5%3%4%17%5%**17%22%27%4%

a

**424163920**29341772DPD
**3%2%4%17%4%**15%21%21%4%

ba

**1124184315**34221968UPS
**9%2%4%19%3%**18%14%24%3%

abba

**232104015**41291767Hermes
**2%3%2%18%3%**22%18%22%3%

a

**1032153212**28231661DHL
**8%3%4%14%2%**15%14%20%3%

aba

**52514255**2321641TNT Express
**4%2%4%11%1%**12%13%7%2%

a

**697114**1311418FedEx
**5%1%2%5%1%**7%7%5%1%

aba

**-4-101**610-13APC
**-%*%-%4%*%**3%6%-%1%

aa

**-1-72**25211UK Mail
**-%*%-%3%*%**1%3%2%1%

a

**25151**5317Yodel
**1%*%*%2%*%**3%2%2%*%

a

**3641***61*6DX
**2%1%1%*%*%**3%1%*%*%

b

**-2---**1--6Pitney Bowes
**-%*%-%-%-%**1%-%-%*%

**-1-11**1*13Parcels to go
**-%*%-%1%*%**1%*%2%*%

**-2-*-**2*-2Tuffnels
**-%*%-%*%-%**1%*%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1212-**22-2Interparcel
**1%*%*%1%-%**1%1%-%*%

b

****-1-****-1Fastway Couriers
***%*%-%1%-%***%*%-%*%

**---1-**-1-1Pallet Lines
**-%-%-%1%-%**-%1%-%*%

**11*****--*1Postal Sort
***%*%*%*%*%**-%-%*%*%

Whistl (Previously known
**----****-*1as TNT Post)
**-%-%-%-%*%***%-%1%*%

**-----**---1Amazon
**-%-%-%-%-%**-%-%-%*%

**-----**---*Neo Post
**-%-%-%-%-%**-%-%-%*%

**---*-****-*Collect Plus
**-%-%-%*%-%***%*%-%*%

**---*-**--**One Post
**-%-%-%*%-%**-%-%*%*%

**-*--****-**Priority Express
**-%*%-%-%*%***%-%*%*%

**93818306**1921870Other answers
**7%3%4%13%1%**10%13%10%4%

ba

**83944313-428**---1583NET: RM Only
**67%83%76%-%85%**-%-%-%79%

accb

**371608315574**19114980289NET: RM and Other
**30%14%20%68%15%**100%95%100%14%

abbab

NET: Provider other than
**4281474-**-8-128RM
**3%3%3%32%-%**-%5%-%6%

aa
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**77810125547311132**133447462**1026783201872Royal Mail
**100%100%100%100%100%**87%93%88%**91%97%95%94%

acc

**2731392631**133656**6231773Parcelforce
**4%3%7%4%3%**8%7%11%**6%3%5%4%

ab

**1622371926**164152**619872DPD
**2%2%7%3%2%**10%9%10%**5%3%2%4%

ab

**2329302828**183547**6221968UPS
**3%3%5%4%2%**12%7%9%**5%3%6%3%

a

**2829264030**32945**5371967Hermes
**4%3%5%5%3%**2%6%9%**4%5%6%3%

aacc

**1926212528**212834**13271861DHL
**3%3%4%3%2%**14%6%7%**12%4%5%3%

abab

**1825151723**81923**5161241TNT Express
**2%2%3%2%2%**5%4%4%**5%2%4%2%

**8148911**81013**68618FedEx
**1%1%1%1%1%**5%2%2%**5%1%2%1%

bab

**24243**4610**33313APC
***%*%*%1%*%**3%1%2%**2%*%1%1%

b

**21311**3510**-1*11UK Mail
***%*%1%*%*%**2%1%2%**-%*%*%1%

**33345**353**2437Yodel
***%*%*%1%*%**2%1%1%**2%1%1%*%

a

**55146**111**1436DX
**1%*%*%1%1%***%*%*%**1%1%1%*%

**31-32**---**-4-6Pitney Bowes
***%*%-%*%*%**-%-%-%**-%1%-%*%

**11111**--3**-1-3Parcels to go
***%*%*%*%*%**-%-%1%**-%*%-%*%

**22**2**-****-*-2Tuffnels
***%*%*%*%*%**-%*%*%**-%*%-%*%

**22112**121**1112Interparcel
***%*%*%*%*%**1%*%*%**1%*%*%*%

****--***111**---1Fastway Couriers
***%*%-%-%*%***%*%*%**-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**-----**-1-**---1Pallet Lines
**-%-%-%-%-%**-%*%-%**-%-%-%*%

*****************1Postal Sort
***%*%*%*%*%***%*%*%***%*%*%*%

Whistl (Previously known
******-****-**11*1as TNT Post)
***%*%*%*%-%***%*%-%***%*%*%*%

**-----**---**---1Amazon
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**-----**---**---*Neo Post
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**-*-*-**--***--**Collect Plus
**-%*%-%*%-%**-%-%*%**-%-%*%*%

**--*--**-*-**---*One Post
**-%-%*%-%-%**-%*%-%**-%-%-%*%

*********-*-**-*-*Priority Express
***%*%*%*%*%**-%*%-%**-%*%-%*%

**715191518**181932**12231870Other answers
**1%1%3%2%2%**12%4%6%**11%3%5%4%

aabab

**645854408579964**69304271**645422441583NET: RM Only
**83%84%74%79%85%**45%63%52%**57%78%73%79%

cbcaccc

**133158146151168**64143191**3813676289NET: RM and Other
**17%16%26%21%15%**42%30%36%**34%20%23%14%

ababbab

NET: Provider other than
**-----**203562**101816128RM
**-%-%-%-%-%**13%7%12%**9%3%5%6%

bbb
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********75595846703012203691872Royal Mail
********100%100%100%100%100%100%100%94%

********23251335132073Parcelforce
********3%3%1%4%12%6%5%4%

abe

********16252224182372DPD
********2%3%4%3%8%8%6%4%

********15264821131468UPS
********2%3%9%12%7%6%4%3%

a

********2427-119141567Hermes
********3%3%-%2%6%6%4%3%

e

********1625*71591161DHL
********2%3%1%10%5%4%3%3%

abe

********14223488941TNT Express
********2%2%7%6%3%4%3%2%

********711*556618FedEx
********1%1%*%8%2%3%2%1%

ac

********22--***13APC
*********%*%-%-%*%*%*%1%

********21-1-2111UK Mail
*********%*%-%2%-%1%*%1%

c

********35111337Yodel
*********%1%3%2%*%1%1%*%

********55**1116DX
********1%*%1%1%*%*%*%*%

********31-----6Pitney Bowes
*********%*%-%-%-%-%-%*%

********11----13Parcels to go
*********%*%-%-%-%-%*%*%

********22--*-*2Tuffnels
*********%*%-%-%*%-%*%*%

*********2--1*12Interparcel
*********%*%-%-%*%*%*%*%

**********-----1Fastway Couriers
*********%*%-%-%-%-%-%*%

********-------1Pallet Lines
********-%-%-%-%-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

**********--*-*1Postal Sort
*********%*%-%-%*%-%*%*%

Whistl (Previously known
*********1*****1as TNT Post)
*********%*%1%1%*%*%*%*%

********-------1Amazon
********-%-%-%-%-%-%-%*%

********-------*Neo Post
********-%-%-%-%-%-%-%*%

********-------*Collect Plus
********-%-%-%-%-%-%-%*%

********-----***One Post
********-%-%-%-%-%*%*%*%

**********---***Priority Express
*********%*%-%-%-%*%*%*%

********616531161370Other answers
********1%2%10%5%4%3%4%4%

abc

********63681030412071572881583NET: RM Only
********84%85%67%58%69%71%78%79%

dbcd

********1191481529946481289NET: RM and Other
********16%15%33%42%31%29%22%14%

abaa

NET: Provider other than
********-------128RM
********-%-%-%-%-%-%-%6%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

1599239**1583**40017471050182514481772143017531872Royal Mail
100%100%**100%**91%93%93%94%93%94%94%94%94%

c

509**55**236855716967616573Parcelforce
3%4%**3%**5%4%5%4%4%4%4%3%4%

459**51**336949726469566972DPD
3%4%**3%**7%4%4%4%4%4%4%4%4%

ab

3116**38**326046626059465968UPS
2%7%**2%**7%3%4%3%4%3%3%3%3%

bab

4312**48**206143666065566367Hermes
3%5%**3%**5%3%4%3%4%3%4%3%3%

3020**35**335949574759445961DHL
2%8%**2%**7%3%4%3%3%3%3%3%3%

baab

258**29**144030403141394141TNT Express
2%3%**2%**3%2%3%2%2%2%3%2%2%

122**11**91613161718151818FedEx
1%1%**1%**2%1%1%1%1%1%1%1%1%

b

83**7**3137131113101313APC
*%1%***%**1%1%1%1%1%1%1%1%1%

32**5**4117101011101111UK Mail
*%1%***%**1%1%1%1%1%1%1%1%1%

23**1**477777777Yodel
*%1%***%**1%*%1%*%*%*%*%*%*%

ba

51**3**265656666DX
*%1%***%***%*%*%*%*%*%*%*%*%

a

3-**1**466666666Pitney Bowes
*%-%***%**1%*%1%*%*%*%*%*%*%

*1*****133333333Parcels to go
*%1%***%***%*%*%*%*%*%*%*%*%

ba

*2******2*222222Tuffnels
*%1%***%***%*%*%*%*%*%*%*%*%

ba

*1**1**122222222Interparcel
*%1%***%***%*%*%*%*%*%*%*%*%

b
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

*-*****111111111Fastway Couriers
*%-%***%***%*%*%*%*%*%*%*%*%

1-**1**-1-1-1-11Pallet Lines
*%-%***%**-%*%-%*%-%*%-%*%*%

********11111111Postal Sort
*%*%***%***%*%*%*%*%*%*%*%*%

Whistl (Previously known
1-*****111111111as TNT Post)
*%-%***%***%*%*%*%*%*%*%*%*%

*-*****-*111*-*1Amazon
*%-%***%**-%*%*%*%*%*%-%*%*%

--**-**-***-****Neo Post
-%-%**-%**-%*%*%*%-%*%*%*%*%

*-**************Collect Plus
*%-%***%***%*%*%*%*%*%*%*%*%

*-*****-*-****-*One Post
*%-%***%**-%*%-%*%*%*%*%-%*%

*-*****-********Priority Express
*%-%***%**-%*%*%*%*%*%*%*%*%

256**29**196648686268576870Other answers
2%2%**2%**4%4%4%4%4%4%4%4%4%

1379172**1348**2881476834154211941496118014801583NET: RM Only
86%72%**85%**65%79%74%79%77%79%78%79%79%

abaccd

22068**235**112271216283254277250273289NET: RM and Other
14%28%**15%**25%14%19%15%16%15%17%15%14%

baabb

NET: Provider other than
--**-**401237911911211984119128RM
-%-%**-%**9%7%7%6%7%6%6%6%6%

b
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

903969159983187343133818125268**2741872Royal Mail
92%95%96%84%80%95%95%86%71%75%**71%94%

babaa

3935321032943195815**6273Parcelforce
4%3%2%10%14%3%3%9%16%17%**16%4%

ccbc

472535829745205517**6772DPD
5%2%2%8%12%2%3%10%15%18%**17%4%

accbc

392927734103721598**6168UPS
4%3%2%7%14%3%3%10%17%9%**16%3%

ccbc

343328633746124621**4467Hermes
4%3%2%6%14%2%3%6%13%23%**11%3%

cccb

303124102763817537**5561DHL
3%3%1%10%12%2%3%8%15%8%**14%3%

ccbc

152622612722122714**3141TNT Express
2%3%1%6%5%2%2%6%7%16%**8%2%

ccbcb

6119174103108**1318FedEx
1%1%1%1%3%1%1%2%3%9%**3%1%

cb

103635174112**1213APC
1%*%*%3%2%*%1%2%3%2%**3%1%

accb

657*3-47111**911UK Mail
1%*%*%*%1%-%*%3%3%1%**2%1%

bc

4315115*7***77Yodel
*%*%*%5%1%*%*%*%2%*%**2%*%

acc

345*1*5142**46DX
*%*%*%*%*%*%*%*%1%2%**1%*%

2442-5**6***36Pitney Bowes
*%*%*%2%-%1%*%*%2%*%**1%*%

acb

*31-111-3-**33Parcels to go
*%*%*%-%1%*%*%-%1%-%**1%*%

*2*-2-*2*2***2Tuffnels
*%*%*%-%1%-%*%1%*%2%***%*%

cbb

1*2-**2-2-**12Interparcel
*%*%*%-%*%*%*%-%*%-%***%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

111-1*1-1-**11Fastway Couriers
*%*%*%-%*%*%*%-%*%-%***%*%

1---1--11-**11Pallet Lines
*%-%-%-%1%-%-%1%*%-%***%*%

cb

*11**1**1***11Postal Sort
*%*%*%*%*%*%*%*%*%*%***%*%

Whistl (Previously known
***-*--11-**11as TNT Post)
*%*%*%-%*%-%-%*%*%-%***%*%

***-***-1-**11Amazon
*%*%*%-%*%*%*%-%*%-%***%*%

*-*---*-*-****Neo Post
*%-%*%-%-%-%*%-%*%-%***%*%

-**----**-****Collect Plus
-%*%*%-%-%-%-%*%*%-%***%*%

*--*---**-****One Post
*%-%-%*%-%-%-%*%*%-%***%*%

*-*---*-*-****Priority Express
*%-%*%-%-%-%*%-%*%-%***%*%

383247715194011628**6370Other answers
4%3%3%7%7%5%3%5%17%8%**16%4%

ccba

763820144941902911175109284**301583NET: RM Only
78%80%87%41%39%80%83%52%8%5%**8%79%

abaa

1401481504297521637122564**244289NET: RM and Other
14%15%9%42%41%14%12%34%63%70%**63%14%

ccbc

NET: Provider other than
775164164719773010523**111128RM

8%5%4%16%20%5%5%14%29%25%**29%6%

accbc
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

105175200220135981821791141681761201872Royal Mail
96%96%96%91%91%90%95%93%98%93%91%95%94%

gbghigbceghi

5125106187449273Parcelforce
4%6%3%4%4%1%4%4%3%2%5%2%4%

aggg

4461813871107372DPD
4%2%3%7%1%3%4%3%1%6%4%2%4%

adhkdh

4541143693512268UPS
4%3%2%5%3%2%3%5%2%3%6%2%3%

aj

34113618*61210467Hermes
2%2%1%5%4%1%4%*%5%7%5%3%3%

egjejegjegjegjegje

363883515*44261DHL
3%3%1%3%5%3%2%8%*%2%2%2%3%

ddjabcdfgj

33624147232441TNT Express
3%1%3%1%3%1%2%4%2%1%1%3%2%

g

-27***2-21-218FedEx
-%1%3%*%*%*%1%-%2%1%-%2%1%

behil

138-*-*-*--113APC
1%1%4%-%*%-%*%-%*%-%-%*%1%

abcdefghi

-31---2*2-2111UK Mail
-%1%1%-%-%-%1%*%2%-%1%*%1%

11-----4---*7Yodel
1%1%-%-%-%-%-%2%-%-%-%*%*%

dgj

-*3-*---1**26DX
-%*%1%-%*%-%-%-%1%*%*%2%*%

-1-2-*-*--2*6Pitney Bowes
-%1%-%1%-%*%-%*%-%-%1%*%*%

-3---------*3Parcels to go
-%1%-%-%-%-%-%-%-%-%-%*%*%

----*--2-*--2Tuffnels
-%-%-%-%*%-%-%1%-%*%-%-%*%

--1*---*----2Interparcel
-%-%1%*%-%-%-%*%-%-%-%-%*%

---1-----1--1Fastway Couriers
-%-%-%*%-%-%-%-%-%*%-%-%*%

--1---------1Pallet Lines
-%-%1%-%-%-%-%-%-%-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

--*-***-*--*1Postal Sort
-%-%*%-%*%*%*%-%*%-%-%*%*%

Whistl (Previously known
*-------*---1as TNT Post)
*%-%-%-%-%-%-%-%*%-%-%-%*%

*---------*-1Amazon
*%-%-%-%-%-%-%-%-%-%*%-%*%

--*---------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%*%

*-----------*Collect Plus
*%-%-%-%-%-%-%-%-%-%-%-%*%

----*-------*One Post
-%-%-%-%*%-%-%-%-%-%-%-%*%

----*-------*Priority Express
-%-%-%-%*%-%-%-%-%-%-%-%*%

2681161176413770Other answers
2%3%4%4%4%10%4%3%4%*%1%5%4%

cccbcdefjklccbc

8914417017911588153152101141151991583NET: RM Only
82%79%82%74%78%80%80%79%86%78%78%78%79%

hi

163130412010292714262521289NET: RM and Other
14%17%14%17%13%9%15%14%12%15%13%16%14%

gg

NET: Provider other than
588211411913212187128RM
4%4%4%9%9%10%5%7%2%7%9%5%6%

djdjdfjkdddj
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

4804544754631872Royal Mail
96%91%95%93%94%

acc

2217191573Parcelforce
4%3%4%3%4%

1422162072DPD
3%4%3%4%4%

1318181968UPS
3%4%4%4%3%

820142567Hermes
2%4%3%5%3%

dd

1219201061DHL
2%4%4%2%3%

12713941TNT Express
2%1%3%2%2%

914418FedEx
2%*%1%1%1%

c

12*1113APC
2%*%*%*%1%

abc

4-5211UK Mail
1%-%1%*%1%

c

3-4*7Yodel
1%-%1%*%*%

ac

3*126DX
1%*%*%*%*%

12*26Pitney Bowes
*%*%*%*%*%

3--*3Parcels to go
1%-%-%*%*%

-*2*2Tuffnels
-%*%*%*%*%

1**-2Interparcel
*%*%*%-%*%

-1-11Fastway Couriers
-%*%-%*%*%

1---1Pallet Lines
*%-%-%-%*%

****1Postal Sort
*%*%*%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Whistl (Previously known
*-*-1as TNT Post)
*%-%*%-%*%

*--*1Amazon
*%-%-%*%*%

*---*Neo Post
*%-%-%-%*%

*---*Collect Plus
*%-%-%-%*%

-*--*One Post
-%*%-%-%*%

-*--*Priority Express
-%*%-%-%*%

1628171070Other answers
3%6%3%2%4%

a

4043834063911583NET: RM Only
81%77%81%78%79%

76717072289NET: RM and Other
15%14%14%14%14%

NET: Provider other than
20462537128RM

4%9%5%7%6%

bdd
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

-----------None
-%-%-%-%-%-%-%-%-%-%-%

4633934376294851132165216991 mention
78%90%75%82%87%79%71%83%79%85%85%

cecebde

9326777591262242332 mentions
14%9%21%14%10%15%18%13%15%12%12%

adaa

3*413182**250523 mentions
4%1%3%2%2%4%5%1%5%3%3%

2--231***894 mentions
3%-%-%*%*%1%1%3%1%*%*%

aba

*-1-***--335 mentions
*%-%1%-%*%*%4%-%-%*%*%

ababce

--*3-*--*336 mentions
-%-%*%*%-%*%-%-%*%*%*%

---------117 mentions
-%-%-%-%-%-%-%-%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

81888914411151451552771326023510621616991 mention
88%84%89%85%78%87%81%84%76%89%85%88%93%85%

egiegieeeecefgijl

81410200251726443452613102332 mentions
9%13%10%12%17%10%13%13%20%7%10%11%4%12%

aaaacmaaaacdhjkmaa

22*4763774311*6523 mentions
3%2%*%3%4%2%3%2%2%4%4%*%3%3%

kkkkkkkkk

*1-7-21-2-1-*94 mentions
*%1%-%*%-%1%1%-%1%-%*%-%*%*%

-**3--1-*--1-35 mentions
-%*%*%*%-%-%1%-%*%-%-%1%-%*%

---3--3------36 mentions
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

j

---1------1--17 mentions
-%-%-%*%-%-%-%-%-%-%*%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

---------**---None
-%-%-%-%-%-%-%-%-%**-%-%-%

1551545394130569910257451153**1237216991 mention
88%85%86%85%91%88%97%76%96%**70%91%85%

bcebebcegbceghbe

1821551182591111086**3372332 mentions
10%12%11%12%8%10%2%18%4%**19%9%12%

dfadfghadfgh

34911419--221**17-523 mentions
1%3%2%3%1%-%-%4%1%**10%-%3%

dghadghadefgh

-927*2*4*****94 mentions
-%*%*%*%*%2%1%1%*%***%*%*%

hhhbdeh

*3*3---3-***-35 mentions
*%*%*%*%-%-%-%1%-%***%-%*%

h

-3-3---3-**--36 mentions
-%*%-%*%-%-%-%*%-%**-%-%*%

-1-1-----**1-17 mentions
-%*%-%*%-%-%-%-%-%**1%-%*%

h
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

------None
-%-%-%-%-%-%

3152251122104159516991 mention
73%80%90%93%84%85%

cbca

84479852272332 mentions
19%17%8%5%12%12%

aab

27620250523 mentions
6%2%2%2%3%3%

ab

3*5-994 mentions
1%*%*%-%*%*%

3**-335 mentions
1%*%*%-%*%*%

a

*3--336 mentions
*%1%-%-%*%*%

a

-1--117 mentions
-%*%-%-%*%*%

a
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

---**--************---None
-%-%-%**-%-%************-%-%-%

164759776**201679************144153516991 mention
57%84%95%**43%86%************60%90%85%

cbcbcjcjbcij

8611532**17216************691472332 mentions
30%13%4%**36%11%************29%9%12%

abaaiaaiai

26225**448************2127523 mentions
9%2%1%**9%2%************9%2%3%

abaaiaiai

35-**27************2594 mentions
1%1%-%**3%*%************1%*%*%

aaai

3*-**31**************35 mentions
1%*%-%**6%*%*************%*%*%

ababiabi

3--**-3************3-36 mentions
1%-%-%**-%*%************1%-%*%

abai

1--**1-************--17 mentions
*%-%-%**3%-%************-%-%*%

babiabi
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********---------None
**********-%-%-%-%-%-%-%-%-%

**********43106210603494951133612102116991 mention
**********85%84%83%82%68%84%80%86%85%

ddbddbdf

**********5151175591781611191322332 mentions
**********11%12%14%14%24%12%15%11%12%

abcefac

**********237371446393132523 mentions
**********4%3%3%3%6%3%4%3%3%

abcef

**********-781775694 mentions
**********-%1%1%*%1%1%1%*%*%

**********-*223***35 mentions
**********-%*%*%*%*%*%*%*%*%

cac

**********-***3***36 mentions
**********-%*%*%*%*%*%*%*%*%

acf

**********-1--111117 mentions
**********-%*%-%-%*%*%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**----**************--None
**-%-%-%-%**************-%-%

**113247351417**************49016991 mention
**79%81%86%87%**************68%85%

dcd

**24434846**************1702332 mentions
**17%14%12%9%**************24%12%

aa

**510718**************45523 mentions
**3%3%2%4%**************6%3%

***52-**************794 mentions
***%2%1%-%**************1%*%

a

***--***************335 mentions
***%-%-%*%***************%*%

**-*--**************336 mentions
**-%*%-%-%***************%*%

**---1**************117 mentions
**-%-%-%*%***************%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-----**-**-----None
-%-%-%-%-%**-%**-%-%-%-%-%

4210911161583237**250**3410611423516991 mention
80%85%49%90%84%**57%**44%58%75%77%85%

badcdcd

111509014329**146**315730562332 mentions
20%12%38%8%10%**33%**40%31%20%18%12%

acabab

*3924289**37**1114813523 mentions
*%3%10%2%3%**8%**14%8%5%4%3%

acab

-7542**4***2*394 mentions
-%1%2%*%1%**1%***%1%*%1%*%

a

-*21***3**2*-*35 mentions
-%*%1%*%*%**1%**2%*%-%*%*%

aa

-**33*****-3--36 mentions
-%*%*%*%1%***%**-%1%-%-%*%

a

-11-1**-**----17 mentions
-%*%1%-%*%**-%**-%-%-%-%*%

a
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**-----**----None
**-%-%-%-%-%**-%-%-%-%

**8497032567428**-1-16991 mention
**68%86%79%29%85%**-%1%-%85%

accb

**291266812452**150118572332 mentions
**23%11%17%54%10%**79%75%72%12%

bba

**829163016**332917523 mentions
**7%3%4%13%3%**17%19%21%3%

ba

**16*52**75294 mentions
***%1%*%2%*%**4%3%2%*%

a

*****21***2135 mentions
***%*%*%1%*%***%1%2%*%

**-*-*3****336 mentions
**-%*%-%*%1%***%*%3%*%

b

**1111-**11-17 mentions
**1%*%*%1%-%**1%1%-%*%

b
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**-----**---**----None
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**645854408579964**85335326**7255825716991 mention
**83%84%74%79%85%**56%70%62%**64%80%77%85%

cbcaccc

**107117106114130**47114148**30108532332 mentions
**14%12%19%16%11%**30%24%28%**26%16%16%12%

aaab

**2032313131**182239**82521523 mentions
**3%3%6%4%3%**12%4%7%**8%4%6%3%

abbbb

**47256**144**13294 mentions
**1%1%*%1%1%**1%1%1%**1%*%1%*%

****3****133*****35 mentions
***%*%1%*%*%**1%1%1%***%*%*%*%

ab

**-*3****-33**-*-36 mentions
**-%*%*%*%*%**-%1%*%**-%*%-%*%

a

**11111**111**11117 mentions
***%*%*%*%*%**1%*%*%**1%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********--------None
********-%-%-%-%-%-%-%-%

********636810304120715728816991 mention
********84%85%67%58%69%71%78%85%

dbcd

********9911114236047602332 mentions
********13%12%30%33%20%21%16%12%

aabc

********163015281014523 mentions
********2%3%3%7%9%5%4%3%

ab

********35**22294 mentions
*********%1%*%*%1%1%*%*%

**********-1*2135 mentions
*********%*%-%2%*%1%*%*%

c

********-*--33336 mentions
********-%*%-%-%1%1%1%*%

********-1--1-117 mentions
********-%*%-%-%*%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

--**-**---------None
-%-%**-%**-%-%-%-%-%-%-%-%-%

1379172**1348**32115889031649129616041256158916991 mention
86%72%**85%**73%85%80%85%83%85%83%85%85%

abacc

17152**179**932211782282022212002172332 mentions
11%22%**11%**21%12%16%12%13%12%13%12%12%

babb

389**42**2147375248504450523 mentions
2%4%**3%**5%3%3%3%3%3%3%3%3%

b

63**7**1759797994 mentions
*%1%***%***%*%*%*%*%*%*%*%*%

a

21**3**2322232335 mentions
*%1%***%***%*%*%*%*%*%*%*%*%

3-**3**3333333336 mentions
*%-%***%**1%*%*%*%*%*%*%*%*%

-1**1**1111111117 mentions
-%1%***%***%*%*%*%*%*%*%*%*%

b
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

----------**--None
-%-%-%-%-%-%-%-%-%-%**-%-%

837862150557134308124513712325**13016991 mention
85%85%91%58%57%85%88%65%35%27%**34%85%

abaa

1081251343563471295417954**2042332 mentions
11%12%8%35%27%13%9%26%50%59%**53%12%

ccbbc

252720725632134210**39523 mentions
3%3%1%7%11%2%2%6%12%11%**10%3%

ccbc

452-6*5363**694 mentions
*%1%*%-%3%*%*%2%2%3%**2%*%

cbc

3***3**33-**235 mentions
*%*%*%*%1%*%*%1%1%-%**1%*%

cbc

3*--3-3*3-**336 mentions
*%*%-%-%1%-%*%*%1%-%**1%*%

c

1-1---1-1-**117 mentions
*%-%*%-%-%-%*%-%*%-%***%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

-------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%

931511772011299915916310115316710616991 mention
85%82%86%83%87%90%84%85%87%85%86%84%85%

ik

112321361710231792621182332 mentions
10%12%10%15%11%9%12%9%8%15%11%14%12%

57533*6115143523 mentions
5%4%2%1%2%*%3%6%4%*%2%2%3%

cgcgcgcgicg

*11-**221-1-94 mentions
*%1%1%-%*%*%1%1%1%-%*%-%*%

-11--*--1---35 mentions
-%1%1%-%-%*%-%-%1%-%-%-%*%

---3-----*--36 mentions
-%-%-%1%-%-%-%-%-%*%-%-%*%

--1---------17 mentions
-%-%1%-%-%-%-%-%-%-%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

-----None
-%-%-%-%-%

42142942442616991 mention
84%86%85%85%85%

556349662332 mentions
11%13%10%13%12%

176228523 mentions
3%1%4%2%3%

cac

3*5194 mentions
1%*%1%*%*%

3*1-35 mentions
1%*%*%-%*%

-3-*36 mentions
-%1%-%*%*%

1---17 mentions
*%-%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

5033106464649495123217131762Royal Mail
85%91%86%87%89%82%78%89%81%88%88%

bdbde

*-2615*-**3131Hermes
*%-%2%1%2%1%-%1%1%2%2%

4-41071*-*3031UPS
8%-%3%2%1%1%3%-%1%2%2%

abda

2*3661-*12728DPD
3%*%2%1%1%2%-%1%3%1%1%

a

1*3941**12324Parcelforce
1%*%2%2%1%2%1%2%2%1%1%

a

1--1151**12021DHL
1%-%-%2%1%1%3%1%1%1%1%

a

***491**11920TNT Express
*%1%*%1%1%2%1%1%2%1%1%

a

1-3431***1213APC
2%-%2%1%*%1%6%1%*%1%1%

aaabe

*214-*--*77UK Mail
*%5%1%1%-%*%-%-%1%*%*%

abeaa

*--111*-156FedEx
*%-%-%*%*%1%2%-%2%*%*%

aa

*--*2*--*44Pitney Bowes
*%-%-%*%*%*%-%-%*%*%*%

----4----44Yodel
-%-%-%-%1%-%-%-%-%*%*%

*---***-*22DX
*%-%-%-%*%1%3%-%1%*%*%

aaa

--*--*--*22Tuffnels
-%-%*%-%-%*%-%-%*%*%*%

*----*--*12Interparcel
*%-%-%-%-%1%-%-%1%*%*%

aa

---1-----11Parcels to go
-%-%-%*%-%-%-%-%-%*%*%

----1*--*11Fastway Couriers
-%-%-%-%*%*%-%-%*%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

1--------11Pallet Lines
2%-%-%-%-%-%-%-%-%*%*%

ab

**-*-*****1Postal Sort
*%*%-%*%-%1%3%1%*%*%*%

aabaa

Whistl (Previously known
---*-*-*-*1as TNT Post)
-%-%-%*%-%*%-%1%-%*%*%

a

*---**--**1Amazon
*%-%-%-%*%*%-%-%*%*%*%

---*-----**Neo Post
-%-%-%*%-%-%-%-%-%*%*%

----*----**Collect Plus
-%-%-%-%*%-%-%-%-%*%*%

---*-*--*-*One Post
-%-%-%*%-%*%-%-%*%-%*%

a

-1110192**24345Other answers
-%2%1%2%3%3%1%2%4%2%2%

5033106464649495123217131762NET: RM only
85%91%86%87%89%82%78%89%81%88%88%

bdbde

NET: Provider other than
9318687611218227238RM

15%9%14%13%11%18%22%11%19%12%12%

aacac
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

839690149312313816729215061251992121762Royal Mail
90%91%91%88%84%82%87%89%87%90%91%82%91%88%

hbhhbhh

-11302726622*231Hermes
-%1%1%2%2%4%1%2%4%3%1%*%1%2%

mklmmklmm

-*-302-49*146331UPS
-%*%-%2%2%-%2%3%*%2%1%5%1%2%

kmmkmklmkmehjklm

13223293**-62*28DPD
1%3%2%1%1%5%2%*%*%-%2%2%*%1%

affaefjmf

21219*2324--2524Parcelforce
2%1%2%1%*%1%2%1%2%-%-%2%2%1%

cccc

111194*33--44*21DHL
1%*%1%1%3%*%1%1%-%-%1%4%*%1%

aaehl

**1194**6323--20TNT Express
*%*%1%1%3%*%*%2%2%3%1%-%-%1%

amagm

--*12-32-311-113APC
-%-%*%1%-%2%1%-%2%2%*%-%1%1%

flmlmflm

-*-7----3--127UK Mail
-%*%-%*%-%-%-%-%2%-%-%1%1%*%

cfjkm

11*4-12-----*6FedEx
1%1%*%*%-%1%1%-%-%-%-%-%*%*%

j

**-42-2---*--4Pitney Bowes
*%*%-%*%1%-%1%-%-%-%*%-%-%*%

---42-----2--4Yodel
-%-%-%*%1%-%-%-%-%-%1%-%-%*%

*--2--1-*----2DX
1%-%-%*%-%-%1%-%*%-%-%-%-%*%

---2--*-2----2Tuffnels
-%-%-%*%-%-%*%-%1%-%-%-%-%*%

j

---2*-----1-*2Interparcel
-%-%-%*%*%-%-%-%-%-%*%-%*%*%

---1-------1-1Parcels to go
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

j

1------------1Fastway Couriers
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

---1--1------1Pallet Lines
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

1------------1Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

Whistl (Previously known
1------------1as TNT Post)
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

1------------1Amazon
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

--*----------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

j

--*----------*Collect Plus
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

j

---*-*-------*One Post
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

22339473102-24745Other answers
2%2%3%2%3%4%2%3%1%-%1%3%3%2%

c

839690149312313816729215061251992121762NET: RM only
90%91%91%88%84%82%87%89%87%90%91%82%91%88%

hbhhbhh

NET: Provider other than
99921023292536237242121238RM

10%9%9%12%16%18%13%11%13%10%9%18%9%12%

acklmcl
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

1571605409135370511053490157**129731762Royal Mail
90%88%89%88%92%95%92%83%99%**74%92%88%

bebebbabcefhbbe

-3172471-21-**2-31Hermes
-%2%2%2%1%1%-%4%-%**1%-%2%

dh

-3122962*11-**4331UPS
-%2%*%2%1%2%1%2%-%**2%4%2%

bddh

3254243-216-**7-28DPD
2%1%1%2%*%-%4%3%-%**4%-%1%

dghdhdgh

2228168-*12***4-24Parcelforce
1%1%2%1%1%-%*%2%*%**2%-%1%

-21*212-291**6-21DHL
-%1%*%1%*%-%3%2%*%**3%-%1%

bhhh

*209115--4-**7-20TNT Express
*%1%2%1%1%-%-%1%-%**4%-%1%

aadefghdegh

2113101--10-**2-13APC
1%1%1%1%*%-%-%2%-%**1%-%1%

h

-7-7---2***227UK Mail
-%*%-%*%-%-%-%*%*%**1%2%*%

heh

*5331--1-**3-6FedEx
*%*%1%*%*%-%-%*%-%**2%-%*%

eh

-4222*-2***--4Pitney Bowes
-%*%*%*%*%*%-%*%*%**-%-%*%

-4-4---2-**2-4Yodel
-%*%-%*%-%-%-%*%-%**1%-%*%

h

11-22----***-2DX
1%*%-%*%*%-%-%-%-%***%-%*%

a

-22*---*-**--2Tuffnels
-%*%*%*%-%-%-%*%-%**-%-%*%

aabdegh

-2-2*----**1-2Interparcel
-%*%-%*%*%-%-%-%-%**1%-%*%

eh

-1-11----**--1Parcels to go
-%*%-%*%*%-%-%-%-%**-%-%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

-1*11--1-**--1Fastway Couriers
-%*%*%*%*%-%-%*%-%**-%-%*%

-1-1---1-**--1Pallet Lines
-%*%-%*%-%-%-%*%-%**-%-%*%

-1*11----***-1Postal Sort
-%*%*%*%*%-%-%-%-%***%-%*%

Whistl (Previously known
-1-1---*-**-*1as TNT Post)
-%*%-%*%-%-%-%*%-%**-%1%*%

h

-1***-*--**--1Amazon
-%*%*%*%*%-%*%-%-%**-%-%*%

-**-*----**--*Neo Post
-%*%*%-%*%-%-%-%-%**-%-%*%

-*-*----***--*Collect Plus
-%*%-%*%-%-%-%-%*%**-%-%*%

-*-*-----***-*One Post
-%*%-%*%-%-%-%-%-%***%-%*%

9371234212-10***9145Other answers
5%2%3%2%3%2%-%2%*%**5%1%2%

ade

1571605409135370511053490157**129731762NET: RM only
90%88%89%88%92%95%92%83%99%**74%92%88%

bebebbabcefhbbe

NET: Provider other than
182205018862651002**466238RM
10%12%11%12%8%5%8%17%1%**26%8%12%

ddadghdacdefghd
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

354254111910016621762Royal Mail
82%90%90%89%88%88%

cc

136932931Hermes
3%2%1%2%2%2%

aa

15412-3131UPS
3%1%1%-%2%2%

a

898*2828DPD
2%3%1%*%1%1%

aa

1111132124Parcelforce
3%*%1%2%1%1%

ab

8*13-2121DHL
2%*%1%-%1%1%

b

1415-2020TNT Express
*%1%1%-%1%1%

cc

71511213APC
2%*%*%1%1%1%

a

3-4-77UK Mail
1%-%*%-%*%*%

213-66FedEx
*%*%*%-%*%*%

-22-44Pitney Bowes
-%1%*%-%*%*%

2-2-44Yodel
*%-%*%-%*%*%

1-1-22DX
*%-%*%-%*%*%

*-2-22Tuffnels
*%-%*%-%*%*%

-1*-22Interparcel
-%*%*%-%*%*%

--1-11Parcels to go
-%-%*%-%*%*%

1-1-11Fastway Couriers
*%-%*%-%*%*%

1---11Pallet Lines
*%-%-%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

**1-11Postal Sort
*%*%*%-%*%*%

Whistl (Previously known
**--11as TNT Post)
*%*%-%-%*%*%

--1-11Amazon
-%-%*%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

-*--**Collect Plus
-%*%-%-%*%*%

*---**One Post
*%-%-%-%*%*%

823654045Other answers
2%1%3%5%2%2%

b

354254111910016621762NET: RM only
82%90%90%89%88%88%

cc

NET: Provider other than
772812612226238RM
18%10%10%11%12%12%

ab
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

191808764**311731************16015711762Royal Mail
67%90%94%**67%89%************67%92%88%

cbcbcjbcij

9176***31************82331Hermes
3%2%1%**1%2%************4%1%2%

aai

14151**228************121631UPS
5%2%*%**5%1%************5%1%2%

abaaiaiai

1764**721************111128DPD
6%1%1%**15%1%************4%1%1%

ababiabiai

9141***23************91524Parcelforce
3%2%*%***%1%************4%1%1%

aaai

984**120************81221DHL
3%1%*%**3%1%************3%1%1%

abaaai

982**218************81120TNT Express
3%1%*%**3%1%************3%1%1%

abaaai

103-**310************7313APC
4%*%-%**6%1%************3%*%1%

abaiaiai

7*-**16************5*7UK Mail
2%*%-%**3%*%************2%*%*%

abaiaiai

113***5************156FedEx
*%*%*%**1%*%*************%*%*%

32-**-4************324Pitney Bowes
1%*%-%**-%*%************1%*%*%

aai

-22**-4************-44Yodel
-%*%*%**-%*%************-%*%*%

11-***2*************12DX
*%*%-%**1%*%*************%*%*%

a

*2-**-2*************22Tuffnels
*%*%-%**-%*%*************%*%*%

1*-**1*************-*2Interparcel
*%*%-%**3%*%************-%*%*%

abiabi

-1-**-1************-11Parcels to go
-%*%-%**-%*%************-%*%*%

1*-**-1************1*1Fastway Couriers
*%*%-%**-%*%*************%*%*%

ai
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

1--**1-************--1Pallet Lines
*%-%-%**3%-%************-%-%*%

babi

*1-***1*************11Postal Sort
*%*%-%***%*%*************%*%*%

Whistl (Previously known
1--*****************-1as TNT Post)
*%-%-%**1%*%*************%-%*%

aiai

-****-1************-11Amazon
-%*%*%**-%*%************-%*%*%

*--**-**************-*Neo Post
*%-%-%**-%*%*************%-%*%

-*-**-*************-**Collect Plus
-%*%-%**-%*%************-%*%*%

*--**-**************-*One Post
*%-%-%**-%*%*************%-%*%

71325***45************73845Other answers
2%1%3%***%2%************3%2%2%

b

191808764**311731************16015711762NET: RM only
67%90%94%**67%89%************67%92%88%

cbcbcjbcij

NET: Provider other than
959350**15223************80143238RM
33%10%6%**33%11%************33%8%12%

abaaiaaiai
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********4711351122382565121468210831762Royal Mail
**********94%90%88%90%77%90%89%91%88%

dddfddf

**********-202252520171531Hermes
**********-%2%2%1%3%2%2%1%2%

acef

**********-81932786831UPS
**********-%1%2%1%4%1%1%1%2%

acabcef

**********-71842475728DPD
**********-%1%1%1%3%1%1%1%1%

cabcef

***********91981997924Parcelforce
***********%1%2%2%3%1%1%1%1%

cacabc

**********-161731716121121DHL
**********-%1%1%1%2%1%2%1%1%

ae

**********2131461514101320TNT Express
**********4%1%1%1%2%1%1%1%1%

a

**********-71131276413APC
**********-%1%1%1%2%1%1%*%1%

ac

**********-27372117UK Mail
**********-%*%1%1%1%*%*%*%*%

abc

***********54245156FedEx
***********%*%*%*%*%*%*%*%*%

**********-24*-2224Pitney Bowes
**********-%*%*%*%-%*%*%*%*%

**********-22-42224Yodel
**********-%*%*%-%1%*%*%*%*%

***********12112222DX
**********1%*%*%*%*%*%*%*%*%

a

**********-22**2*22Tuffnels
**********-%*%*%*%*%*%*%*%*%

**********-1*-21112Interparcel
**********-%*%*%-%*%*%*%*%*%

**********--1-1---1Parcels to go
**********-%-%*%-%*%-%-%-%*%

**********-*1-1*-*1Fastway Couriers
**********-%*%*%-%*%*%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********--1-1---1Pallet Lines
**********-%-%*%-%*%-%-%-%*%

***********11**1*11Postal Sort
***********%*%*%*%*%*%*%*%*%

Whistl (Previously known
**********-*11*11-1as TNT Post)
**********-%*%*%*%*%*%*%-%*%

a

**********--------1Amazon
**********-%-%-%-%-%-%-%-%*%

**********-----*-**Neo Post
**********-%-%-%-%-%*%-%*%*%

a

**********-******-*Collect Plus
**********-%*%*%*%*%*%*%-%*%

**********--***---*One Post
**********-%-%*%*%*%-%-%-%*%

***********301961531153045Other answers
**********1%2%1%1%2%2%2%2%2%

**********4711351122382565121468210831762NET: RM only
**********94%90%88%90%77%90%89%91%88%

dddfddf

NET: Provider other than
**********31231604416812886110238RM
**********6%10%12%10%23%10%11%9%12%

acabcef
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**124283372429**************5541762Royal Mail
**87%93%91%89%**************77%88%

ad

**2279**************2531Hermes
**2%1%2%2%**************4%2%

**32*2**************2731UPS
**2%1%*%*%**************4%2%

ab

***332**************2128DPD
***%1%1%*%**************3%1%

**3241**************1924Parcelforce
**2%1%1%*%**************3%1%

a

***259**************1721DHL
***%1%1%2%**************2%1%

**-527**************1420TNT Express
**-%2%*%2%**************2%1%

d

**2131**************1113APC
**1%*%1%*%**************2%1%

**2---**************77UK Mail
**1%-%-%-%**************1%*%

abc

****32**************46FedEx
***%*%1%*%***************%*%

**-2--**************-4Pitney Bowes
**-%1%-%-%**************-%*%

**---2**************44Yodel
**-%-%-%*%**************1%*%

**2---***************2DX
**2%-%-%-%***************%*%

abc

**-2--***************2Tuffnels
**-%1%-%-%***************%*%

**---1**************22Interparcel
**-%-%-%*%***************%*%

**----**************11Parcels to go
**-%-%-%-%***************%*%

**--*-**************11Fastway Couriers
**-%-%*%-%***************%*%

**----**************11Pallet Lines
**-%-%-%-%***************%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**1**-***************1Postal Sort
**1%*%*%-%***************%*%

Whistl (Previously known
**1---***************1as TNT Post)
***%-%-%-%***************%*%

**----**************-1Amazon
**-%-%-%-%**************-%*%

***---**************-*Neo Post
***%-%-%-%**************-%*%

**--*-****************Collect Plus
**-%-%*%-%***************%*%

**----****************One Post
**-%-%-%-%***************%*%

**31919**************1545Other answers
**2%*%2%4%**************2%2%

ccc

**124283372429**************5541762NET: RM only
**87%93%91%89%**************77%88%

ad

NET: Provider other than
**19213653**************165238RM
**13%7%9%11%**************23%12%

cc
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-1214-1762254**299**361371222601762Royal Mail
-%94%-%100%91%**68%**46%75%81%85%88%

bbaddcd

51631-6**19**646931Hermes
9%1%13%-%2%**4%**8%2%4%3%2%

aac

-831-3**24**8441131UPS
-%1%13%-%1%**5%**11%2%2%3%2%

acabc

*728-4**20**1253128DPD
*%1%12%-%1%**5%**15%3%2%*%1%

acabca

1924-3**15**662524Parcelforce
2%1%10%-%1%**4%**8%3%1%2%1%

acab

9721-2**15**274421DHL
18%1%9%-%1%**3%**2%4%3%1%1%

aac

11320-4**11***54420TNT Express
3%1%8%-%1%**2%***%3%3%1%1%

a

1513--**12**531113APC
2%*%5%-%-%**3%**6%2%1%*%1%

aacab

117--**7**3-227UK Mail
1%*%3%-%-%**2%**4%-%1%1%*%

aacac

236-1**2***3*-6FedEx
3%*%2%-%*%***%***%2%*%-%*%

aaa

2-4--**-**----4Pitney Bowes
4%-%2%-%-%**-%**-%-%-%-%*%

aa

-24-2**2**-2-24Yodel
-%*%2%-%1%***%**-%1%-%1%*%

a

2*2-1********-2DX
4%*%1%-%*%***%***%*%*%-%*%

aa

-22--*****-*--2Tuffnels
-%*%1%-%-%***%**-%*%-%-%*%

a
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-12-1*****--**2Interparcel
-%*%1%-%*%***%**-%-%*%*%*%

a

--1--**1**--1-1Parcels to go
-%-%1%-%-%***%**-%-%1%-%*%

a

-*1--**1**-1--1Fastway Couriers
-%*%1%-%-%***%**-%1%-%-%*%

a

--1--**1**----1Pallet Lines
-%-%1%-%-%***%**-%-%-%-%*%

a

1-1-******---*1Postal Sort
2%-%*%-%*%***%**-%-%-%*%*%

aa

Whistl (Previously known
**1--*****--*-1as TNT Post)
*%*%*%-%-%***%**-%-%*%-%*%

--1--**-**----1Amazon
-%-%*%-%-%**-%**-%-%-%-%*%

*-*--**-**----*Neo Post
1%-%*%-%-%**-%**-%-%-%-%*%

a

-**--*****-*--*Collect Plus
-%*%*%-%-%***%**-%*%-%-%*%

--*-***-**-*--*One Post
-%-%*%-%*%**-%**-%*%-%-%*%

27445-1**13***51745Other answers
51%*%19%-%*%**3%***%3%1%2%2%

aac

-1214-1762254**299**361371222601762NET: RM only
-%94%-%100%91%**68%**46%75%81%85%88%

bbaddcd

NET: Provider other than
5375238-27**140**42462947238RM

100%6%100%-%9%**32%**54%25%19%15%12%

aacabca
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Base: All
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**105103336266499**11961761762Royal Mail
**85%91%88%29%100%**62%39%96%88%

cbb

**115425-**1614231Hermes
**1%1%1%11%-%**8%9%3%2%

a

**46627-**711-31UPS
**3%1%1%12%-%**4%7%-%2%

baa

**27522-**713-28DPD
**1%1%1%9%-%**4%8%-%1%

aa

**298181**911*24Parcelforce
**2%1%2%8%*%**4%7%*%1%

aa

**511617-**511-21DHL
**4%1%2%7%-%**3%7%-%1%

baa

**113715-**1112-20TNT Express
**1%1%2%6%-%**6%8%-%1%

aa

**-4-101**510-13APC
**-%*%-%4%*%**3%6%-%1%

aa

**-1-7-**15-7UK Mail
**-%*%-%3%-%**1%3%-%*%

a

**1244-**23-6FedEx
**1%*%1%2%-%**1%2%-%*%

ba

**-2---**---4Pitney Bowes
**-%*%-%-%-%**-%-%-%*%

**-2-4-**22-4Yodel
**-%*%-%2%-%**1%1%-%*%

a

**1211-**11-2DX
**1%*%*%*%-%**1%1%-%*%

**-2-*-**2*-2Tuffnels
**-%*%-%*%-%**1%*%-%*%

**1112-**11-2Interparcel
**1%*%*%1%-%**1%1%-%*%

b
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Base: All
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**---1-**---1Parcels to go
**-%-%-%1%-%**-%-%-%*%

****-1-****-1Fastway Couriers
***%*%-%1%-%***%*%-%*%

**---1-**-1-1Pallet Lines
**-%-%-%1%-%**-%1%-%*%

**11*****--*1Postal Sort
***%*%*%*%*%**-%-%*%*%

Whistl (Previously known
**----****-*1as TNT Post)
**-%-%-%-%*%***%-%1%*%

**-----**---1Amazon
**-%-%-%-%-%**-%-%-%*%

**-----**---*Neo Post
**-%-%-%-%-%**-%-%-%*%

**---*-****-*Collect Plus
**-%-%-%*%-%***%*%-%*%

**---*-**--**One Post
**-%-%-%*%-%**-%-%*%*%

**2251015-**57145Other answers
**1%2%3%6%-%**3%5%1%2%

a

**105103336266499**11961761762NET: RM only
**85%91%88%29%100%**62%39%96%88%

cbb

NET: Provider other than
**18100491642**72973238RM
**15%9%12%71%*%**38%61%4%12%

baa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**7279485176701057**107399380**876252871762Royal Mail
**93%94%93%92%93%**70%83%73%**77%90%85%88%

acacc

**121181513**-1522**217631Hermes
**2%1%1%2%1%**-%3%4%**2%2%2%2%

cc

**58468**71220**14431UPS
**1%1%1%1%1%**5%2%4%***%1%1%2%

**75447**91420**14128DPD
**1%*%1%1%1%**6%3%4%**1%1%*%1%

**86669**21018**27624Parcelforce
**1%1%1%1%1%**1%2%3%**2%1%2%1%

**37257**81216**1010721DHL
***%1%*%1%1%**5%2%3%**8%1%2%1%

ab

**8136913**4713**18720TNT Express
**1%1%1%1%1%**2%1%2%**1%1%2%1%

**24243**4610**33313APC
***%*%*%1%*%**3%1%2%**2%*%1%1%

b

**211*1**-27**-1*7UK Mail
***%*%*%*%*%**-%*%1%**-%*%*%*%

***3*13**2*2**1*16FedEx
***%*%*%*%*%**1%*%*%**1%*%*%*%

bb

**2--22**---**-2-4Pitney Bowes
***%-%-%*%*%**-%-%-%**-%*%-%*%

**---22**22-**-224Yodel
**-%-%-%*%*%**1%*%-%**-%*%1%*%

a

**21122**1*1**1212DX
***%*%*%*%*%***%*%*%**1%*%*%*%

**22-*2**-*-**-*-2Tuffnels
***%*%-%*%*%**-%*%-%**-%*%-%*%

**11111**121**1112Interparcel
***%*%*%*%*%**1%*%*%**1%*%*%*%

**-----**--1**---1Parcels to go
**-%-%-%-%-%**-%-%*%**-%-%-%*%

****--***111**---1Fastway Couriers
***%*%-%-%*%***%*%*%**-%-%-%*%

**-----**-1-**---1Pallet Lines
**-%-%-%-%-%**-%*%-%**-%-%-%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

*****************1Postal Sort
***%*%*%*%*%***%*%*%***%*%*%*%

Whistl (Previously known
******-****-**11*1as TNT Post)
***%*%*%*%-%***%*%-%***%*%*%*%

**-----**---**---1Amazon
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**-----**---**---*Neo Post
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**-*-*-**--***--**Collect Plus
**-%*%-%*%-%**-%-%*%**-%-%*%*%

**--*--**-*-**---*One Post
**-%-%*%-%-%**-%*%-%**-%-%-%*%

**14545**8514**5121045Other answers
***%*%1%1%*%**5%1%3%**4%2%3%2%

bb

**7279485176701057**107399380**876252871762NET: RM only
**93%94%93%92%93%**70%83%73%**77%90%85%88%

acacc

NET: Provider other than
**5164386175**4683143**267149238RM
**7%6%7%8%7%**30%17%27%**23%10%15%12%

bbabb
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********71089845632802073511762Royal Mail
********94%94%98%91%93%94%95%88%

********911-155531Hermes
********1%1%-%2%2%2%1%2%

********36-22--31UPS
*********%1%-%3%1%-%-%2%

ab

********57--22128DPD
********1%1%-%-%1%1%*%1%

********84**62324Parcelforce
********1%*%*%*%2%1%1%1%

********37*1**221DHL
*********%1%*%2%*%*%*%1%

c

********713--52320TNT Express
********1%1%-%-%2%1%1%1%

********22--***13APC
*********%*%-%-%*%*%*%1%

********21---1-7UK Mail
*********%*%-%-%-%1%-%*%

*********2--*-*6FedEx
*********%*%-%-%*%-%*%*%

********2------4Pitney Bowes
*********%-%-%-%-%-%-%*%

********-2-----4Yodel
********-%*%-%-%-%-%-%*%

********21**1112DX
*********%*%1%1%*%*%*%*%

********22-----2Tuffnels
*********%*%-%-%-%-%-%*%

*********1--1-12Interparcel
*********%*%-%-%*%-%*%*%

********-------1Parcels to go
********-%-%-%-%-%-%-%*%

**********-----1Fastway Couriers
*********%*%-%-%-%-%-%*%

********-------1Pallet Lines
********-%-%-%-%-%-%-%*%

**********--*-*1Postal Sort
*********%*%-%-%*%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Whistl (Previously known
*********1*****1as TNT Post)
*********%*%1%1%*%*%*%*%

********-------1Amazon
********-%-%-%-%-%-%-%*%

********-------*Neo Post
********-%-%-%-%-%-%-%*%

********-------*Collect Plus
********-%-%-%-%-%-%-%*%

********-----***One Post
********-%-%-%-%-%*%*%*%

********15-11*345Other answers
*********%*%-%2%*%*%1%2%

b

********71089845632802073511762NET: RM only
********94%94%98%91%93%94%95%88%

NET: Provider other than
********456017221417238RM
********6%6%2%9%7%6%5%12%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

1519210**1503**3541643965171713491667133216481762Royal Mail
95%88%**95%**80%88%86%88%86%88%88%88%88%

abcc

137**16**113014302731253131Hermes
1%3%**1%**3%2%1%2%2%2%2%2%2%

b

64**4**102417262422132231UPS
*%2%***%**2%1%2%1%2%1%1%1%2%

ba

112**12**152819282328202828DPD
1%1%**1%**4%1%2%1%2%1%1%1%1%

ab

102**11**62319222421202124Parcelforce
1%1%**1%**1%1%2%1%2%1%1%1%1%

92**7**122119211919141921DHL
1%1%***%**3%1%2%1%1%1%1%1%1%

ab

95**12**62015201720202020TNT Express
1%2%**1%**1%1%1%1%1%1%1%1%1%

b

73**7**3137131113101313APC
*%1%***%**1%1%1%1%1%1%1%1%1%

3-**3**274777777UK Mail
*%-%***%***%*%*%*%*%*%*%*%*%

31**3**265456466FedEx
*%*%***%***%*%*%*%*%*%*%*%*%

2-**-**444444444Pitney Bowes
*%-%**-%**1%*%*%*%*%*%*%*%*%

b

-2**-**244444444Yodel
-%1%**-%***%*%*%*%*%*%*%*%*%

ba

11**1**121212222DX
*%1%***%***%*%*%*%*%*%*%*%*%

ba

*2*****-2-222222Tuffnels
*%1%***%**-%*%-%*%*%*%*%*%*%

ba

*1**1**122222222Interparcel
*%1%***%***%*%*%*%*%*%*%*%*%

b

--**-**111111111Parcels to go
-%-%**-%***%*%*%*%*%*%*%*%*%
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

*-*****111111111Fastway Couriers
*%-%***%***%*%*%*%*%*%*%*%*%

1-**1**-1-1-1-11Pallet Lines
*%-%***%**-%*%-%*%-%*%-%*%*%

********11111111Postal Sort
*%*%***%***%*%*%*%*%*%*%*%*%

Whistl (Previously known
1-*****111111111as TNT Post)
*%-%***%***%*%*%*%*%*%*%*%*%

*-*****-*111*-*1Amazon
*%-%***%**-%*%*%*%*%*%-%*%*%

--**-**-***-****Neo Post
-%-%**-%**-%*%*%*%-%*%*%*%*%

*-**************Collect Plus
*%-%***%***%*%*%*%*%*%*%*%*%

*-*****-*-****-*One Post
*%-%***%**-%*%-%*%*%*%*%-%*%

72**7**124331433945354545Other answers
*%1%***%**3%2%3%2%3%2%2%2%2%

1519210**1503**3541643965171713491667133216481762NET: RM only
95%88%**95%**80%88%86%88%86%88%88%88%88%

abcc

NET: Provider other than
8129**80**87227163227211224182224238RM

5%12%**5%**20%12%14%12%14%12%12%12%12%

baab
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

847916155461144324127914917437**1881762Royal Mail
86%90%93%61%62%90%90%71%49%41%**49%88%

babaa

1715841971661912**2031Hermes
2%1%*%4%8%2%1%3%5%13%**5%2%

ccbb

1614132155179265**2631UPS
2%1%1%2%6%1%1%4%7%5%**7%2%

cbc

2261221431312235**2828DPD
2%1%1%2%6%1%1%6%6%6%**7%1%

acbc

11137611212101410**1824Parcelforce
1%1%*%6%5%1%1%5%4%11%**5%1%

ccbcb

10114412*147165**2021DHL
1%1%*%4%5%*%1%3%5%5%**5%1%

ccbc

61410455133146**1420TNT Express
1%1%1%4%2%1%1%1%4%7%**4%1%

cc

103635174112**1113APC
1%*%*%3%2%*%1%2%3%2%**3%1%

accbc

525*2-347-**77UK Mail
*%*%*%*%1%-%*%2%2%-%**2%*%

bc

323*224*41**56FedEx
*%*%*%*%1%*%*%*%1%1%**1%*%

2222-4**4***34Pitney Bowes
*%*%*%2%-%1%*%*%1%*%**1%*%

acb

4--4--4-4-**44Yodel
*%-%-%4%-%-%*%-%1%-%**1%*%

aac

112*-*1**2***2DX
*%*%*%*%-%*%*%*%*%2%***%*%

b

-2--2--2*2**-2Tuffnels
-%*%-%-%1%-%-%1%*%2%**-%*%

cbb

1*2--*1-2-**12Interparcel
*%*%*%-%-%*%*%-%*%-%***%*%

-11---1-1-**11Parcels to go
-%*%*%-%-%-%*%-%*%-%***%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

111-1*1-1-**11Fastway Couriers
*%*%*%-%*%*%*%-%*%-%***%*%

1---1--11-**11Pallet Lines
*%-%-%-%1%-%-%1%*%-%***%*%

cb

*11**1**1***11Postal Sort
*%*%*%*%*%*%*%*%*%*%***%*%

Whistl (Previously known
***-*--11-**11as TNT Post)
*%*%*%-%*%-%-%*%*%-%***%*%

***-***-1-**11Amazon
*%*%*%-%*%*%*%-%*%-%***%*%

*-*---*-*-****Neo Post
*%-%*%-%-%-%*%-%*%-%***%*%

-**----**-****Collect Plus
-%*%*%-%-%-%-%*%*%-%***%*%

*--*---**-****One Post
*%-%-%*%-%-%-%*%*%-%***%*%

291633569298396**4045Other answers
3%2%2%5%3%2%2%4%11%7%**10%2%

ac

847916155461144324127914917437**1881762NET: RM only
86%90%93%61%62%90%90%71%49%41%**49%88%

babaa

NET: Provider other than
1341041093890381366218454**197238RM

14%10%7%39%38%10%10%29%51%59%**51%12%

accbc
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

98165186213126951701671101511661151762Royal Mail
89%90%90%88%85%86%89%87%94%84%86%90%88%

bcegh

14-25*2-275231Hermes
1%2%-%1%3%*%1%-%2%4%3%2%2%

jegjjegjej

31-42-22*410231UPS
3%1%-%2%1%-%1%1%*%2%5%2%2%

gjjdefgjk

--24*334164*28DPD
-%-%1%2%*%3%2%2%1%3%2%*%1%

kkahkl

32-11142*43*24Parcelforce
3%1%-%1%1%1%2%1%*%2%2%*%1%

adjjj

-1*36**5*3-221DHL
-%1%*%1%4%*%*%2%*%2%-%2%1%

bdfgjklb

*-4*2*4412*220TNT Express
*%-%2%*%1%*%2%2%1%1%*%1%1%

k

138---*-*--113APC
1%1%4%-%-%-%*%-%*%-%-%*%1%

abcdefghi

-3-----*2-2-7UK Mail
-%1%-%-%-%-%-%*%2%-%1%-%*%

--4****-*1-*6FedEx
-%-%2%*%*%*%*%-%*%*%-%*%*%

---2-*-*--2*4Pitney Bowes
-%-%-%1%-%*%-%*%-%-%1%*%*%

-------4----4Yodel
-%-%-%-%-%-%-%2%-%-%-%-%*%

j

-*1-*---*--*2DX
-%*%1%-%*%-%-%-%*%-%-%*%*%

-------2-*--2Tuffnels
-%-%-%-%-%-%-%1%-%*%-%-%*%

--1*---*----2Interparcel
-%-%1%*%-%-%-%*%-%-%-%-%*%

-1----------1Parcels to go
-%1%-%-%-%-%-%-%-%-%-%-%*%

---1-----1--1Fastway Couriers
-%-%-%*%-%-%-%-%-%*%-%-%*%

--1---------1Pallet Lines
-%-%1%-%-%-%-%-%-%-%-%-%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

--*-***-*--*1Postal Sort
-%-%*%-%*%*%*%-%*%-%-%*%*%

Whistl (Previously known
*-------*---1as TNT Post)
*%-%-%-%-%-%-%-%*%-%-%-%*%

*---------*-1Amazon
*%-%-%-%-%-%-%-%-%-%*%-%*%

--*---------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%*%

*-----------*Collect Plus
*%-%-%-%-%-%-%-%-%-%-%-%*%

----*-------*One Post
-%-%-%-%*%-%-%-%-%-%-%-%*%

2231161043-12245Other answers
2%1%1%4%4%9%2%2%-%*%1%2%2%

cdcdabcdefjkld

98165186213126951701671101511661151762NET: RM only
89%90%90%88%85%86%89%87%94%84%86%90%88%

bcegh

NET: Provider other than
12182128231520257282812238RM
11%10%10%12%15%14%11%13%6%16%14%10%12%

ddddd
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

4494344484321762Royal Mail
90%87%90%86%88%

5741531Hermes
1%1%1%3%2%

bd

4651631UPS
1%1%1%3%2%

bcd

2781128DPD
*%1%2%2%1%

d

646824Parcelforce
1%1%1%2%1%

295521DHL
*%2%1%1%1%

d

429420TNT Express
1%*%2%1%1%

12-1113APC
2%-%*%*%1%

abc

3-327UK Mail
1%-%1%*%*%

4**16FedEx
1%*%*%*%*%

-2*24Pitney Bowes
-%*%*%*%*%

--4-4Yodel
-%-%1%-%*%

ad

2***2DX
*%*%*%*%*%

--2*2Tuffnels
-%-%*%*%*%

1**-2Interparcel
*%*%*%-%*%

1---1Parcels to go
*%-%-%-%*%

-1-11Fastway Couriers
-%*%-%*%*%

1---1Pallet Lines
*%-%-%-%*%

****1Postal Sort
*%*%*%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Whistl (Previously known
*-*-1as TNT Post)
*%-%*%-%*%

*--*1Amazon
*%-%-%*%*%

*---*Neo Post
*%-%-%-%*%

*---*Collect Plus
*%-%-%-%*%

-*--*One Post
-%*%-%-%*%

7277545Other answers
1%5%1%1%2%

abd

4494344484321762NET: RM only
90%87%90%86%88%

NET: Provider other than
51665268238RM
10%13%10%14%12%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
3511317574102152067206308Unweighted total
13331949612228288301Weighted total

******49656****4173179Royal Mail
******52%67%46%****45%60%60%

be

******610******2021Hermes
******7%10%2%****2%7%7%

******551****11415DPD
******5%5%10%****14%5%5%

a

******431*****1415UPS
******4%3%5%****5%5%5%

ab

******441****11314TNT Express
******4%5%7%****9%5%5%

******1121*****1313DHL
******11%2%6%****5%4%4%

a

******61******1213Parcelforce
******6%1%4%****4%4%4%

a

******321****-910APC
******3%2%4%****-%3%3%

a

******2--****-55UK Mail
******2%-%-%****-%2%2%

******111*****33FedEx
******1%1%4%****5%1%1%

a

******-*******22DX
******-%*%4%****4%1%1%

a

******-2-****-22Yodel
******-%2%-%****-%1%1%

******--******22Tuffnels
******-%-%1%****1%1%1%

******---****-22Pitney Bowes
******-%-%-%****-%1%1%

******--******11Interparcel
******-%-%2%****3%*%*%

******---****-11Pallet Lines
******-%-%-%****-%*%*%

ab

Whistl (Previously known
*******-*****-*1as TNT Post)
*******%-%1%****-%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
3511317574102152067206308Unweighted total
13331949612228288301Weighted total

******-*-****-**Collect Plus
******-%*%-%****-%*%*%

******-*-****-**Amazon
******-%*%-%****-%*%*%

*******-******-*One Post
*******%-%1%****2%-%*%

a

******--*****--*Postal Sort
******-%-%1%****-%-%*%

******--******-*Fastway Couriers
******-%-%1%****1%-%*%

******521****188Other answers
******5%2%6%****8%3%3%

NET: Provider other than
******45317****5115122RM
******48%33%54%****55%40%40%

aa
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gfe*dc*b*aSignificance Level: 95%
38402620426182935316331115308Unweighted total
11171126232223751418401516301Weighted total

******156******************179Royal Mail
******59%******************60%

******19******************21Hermes
******7%******************7%

m

******10******************15DPD
******4%******************5%

efj

******14******************15UPS
******5%******************5%

******13******************14TNT Express
******5%******************5%

******12******************13DHL
******5%******************4%

******11******************13Parcelforce
******4%******************4%

******10******************10APC
******4%******************3%

******5******************5UK Mail
******2%******************2%

j

******3******************3FedEx
******1%******************1%

******2******************2DX
******1%******************1%

j

******2******************2Yodel
******1%******************1%

******2******************2Tuffnels
******1%******************1%

******2******************2Pitney Bowes
******1%******************1%

******1******************1Interparcel
******1%*******************%

******1******************1Pallet Lines
*******%*******************%

Whistl (Previously known
******-******************1as TNT Post)
******-%*******************%

j

******-*******************Collect Plus
******-%*******************%

******-*******************Amazon
******-%*******************%

j
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gfe*dc*b*aSignificance Level: 95%
38402620426182935316331115308Unweighted total
11171126232223751418401516301Weighted total

**************************One Post
*******%*******************%

******-*******************Postal Sort
******-%*******************%

******-*******************Fastway Couriers
******-%*******************%

******6******************8Other answers
******2%******************3%

ejj

NET: Provider other than
******106******************122RM
******41%******************40%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
302788522372125126136638308Unweighted total
21280642376814213978537301Weighted total

**1663414541****84****24**179Royal Mail
**59%53%61%61%****61%****46%**60%

**215157****12****2**21Hermes
**7%8%6%10%****9%****4%**7%

**124121****10****4**15DPD
**4%6%5%1%****7%****7%**5%

a

**152134****5****1**15UPS
**5%3%5%6%****4%****1%**5%

**14775****1****5**14TNT Express
**5%12%3%7%****1%****10%**5%

aee

**13*13*****6****6**13DHL
**5%*%6%1%****5%****11%**4%

bh

**13492****8****2**13Parcelforce
**4%6%4%3%****6%****4%**4%

**8371****7****2**10APC
**3%4%3%2%****5%****3%**3%

**5-5-****2****2**5UK Mail
**2%-%2%-%****1%****4%**2%

**331-****1****2**3FedEx
**1%4%*%-%****1%****4%**1%

a

**1-22****-*******2DX
***%-%1%3%****-%*****%**1%

a

**2-2-****-****2**2Yodel
**1%-%1%-%****-%****4%**1%

e

**22*-*********-**2Tuffnels
**1%3%*%-%*****%****-%**1%

a

**2-22****-****-**2Pitney Bowes
**1%-%1%3%****-%****-%**1%

**1-1-****-****1**1Interparcel
**1%-%1%-%****-%****3%***%

**1-1-****1****-**1Pallet Lines
***%-%1%-%****1%****-%***%

Whistl (Previously known
**1-1-*********-**1as TNT Post)
***%-%*%-%*****%****-%***%

***-*-****-****-***Collect Plus
***%-%*%-%****-%****-%***%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
302788522372125126136638308Unweighted total
21280642376814213978537301Weighted total

***-******-****-***Amazon
***%-%*%1%****-%****-%***%

***-*-****-********One Post
***%-%*%-%****-%*****%***%

***-******-****-***Postal Sort
***%-%*%*%****-%****-%***%

****--*********-***Fastway Couriers
***%*%-%-%*****%****-%***%

**7262****4****2**8Other answers
**3%3%3%3%****3%****4%**3%

NET: Provider other than
**114309226****55****28**122RM
**41%47%39%39%****39%****54%**40%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
114571336302308Unweighted total
116571237293301Weighted total

684068**172179Royal Mail
58%70%55%**59%60%

1155**2121Hermes
9%8%4%**7%7%

671**1515DPD
6%13%1%**5%5%

aa

726**1515UPS
6%3%5%**5%5%

*410**1414TNT Express
*%7%8%**5%5%

cc

6-8**1313DHL
5%-%6%**5%4%

8-4**1213Parcelforce
7%-%3%**4%4%

b

415**1010APC
3%1%4%**3%3%

1-4**55UK Mail
1%-%3%**2%2%

1-2**33FedEx
1%-%2%**1%1%

1-1**22DX
1%-%1%**1%1%

2--**22Yodel
2%-%-%**1%1%

*-2**22Tuffnels
*%-%2%**1%1%

--2**22Pitney Bowes
-%-%2%**1%1%

-1***11Interparcel
-%2%*%***%*%

1--**11Pallet Lines
1%-%-%***%*%

Whistl (Previously known
**-**11as TNT Post)
*%*%-%***%*%

-*-****Collect Plus
-%1%-%***%*%

--*****Amazon
-%-%*%***%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
114571336302308Unweighted total
116571237293301Weighted total

*--****One Post
*%-%-%***%*%

**-****Postal Sort
*%*%-%***%*%

--*****Fastway Couriers
-%-%*%***%*%

216**88Other answers
2%1%5%**3%3%

NET: Provider other than
491755**121122RM
42%30%45%**41%40%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
14213531935273--15326107166308Unweighted total
12214237326274--*3*2395179301Weighted total

6093******163************44119179Royal Mail
49%66%******60%************46%67%60%

ccbb

610******20************61421Hermes
5%7%******7%************6%8%7%

114******10************6415DPD
9%3%******4%************6%2%5%

babi

85******15************8715UPS
6%4%******5%************8%4%5%

95******13************8514TNT Express
8%4%******5%************8%3%5%

a

85******12************7513DHL
7%4%******4%************7%3%4%

66******12************6713Parcelforce
5%4%******5%************6%4%4%

91******7************6110APC
7%1%******3%************6%1%3%

baia

5*******4************3*5UK Mail
4%*%******1%************3%*%2%

baa

*1******3*************33FedEx
*%1%******1%*************%2%1%

c

11******2*************12DX
1%1%******1%************1%1%1%

-2******2************-22Yodel
-%1%******1%************-%1%1%

*2******2*************22Tuffnels
*%1%******1%*************%1%1%

-2******2************-22Pitney Bowes
-%1%******1%************-%1%1%

1********************-*1Interparcel
1%*%*******%************-%*%*%

abi

1-******-************--1Pallet Lines
1%-%******-%************-%-%*%

abi

Whistl (Previously known
1-********************-1as TNT Post)
*%-%*******%*************%-%*%

-********************-**Collect Plus
-%*%*******%************-%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
14213531935273--15326107166308Unweighted total
12214237326274--*3*2395179301Weighted total

--*******************-**Amazon
-%-%*******%************-%*%*%

*-********************-*One Post
*%-%*******%*************%-%*%

*********************-**Postal Sort
*%*%*******%************-%*%*%

-********************-**Fastway Couriers
-%*%*******%************-%*%*%

25******8************268Other answers
2%3%******3%************2%3%3%

NET: Provider other than
6249******111************5160122RM
51%34%******40%************54%33%40%

abai
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21281419923196241226170193308Unweighted total
-2*21719622276238209156172301Weighted total

************114118421371239395179Royal Mail
************58%53%55%57%59%59%55%60%

************181851618151321Hermes
************9%8%7%7%9%10%8%7%

************71341575715DPD
************4%6%5%6%4%3%4%5%

************81131186815UPS
************4%5%4%5%4%4%5%5%

************11106121391314TNT Express
************6%5%8%5%6%6%8%5%

************91311197913DHL
************5%6%1%5%4%5%5%4%

************81171196913Parcelforce
************4%5%9%5%4%4%5%4%

************5921054310APC
************3%4%2%4%3%3%2%3%

************25352*15UK Mail
************1%2%4%2%1%*%1%2%

b

************33133133FedEx
************2%1%2%1%2%*%2%1%

************12112222DX
************1%1%1%*%1%1%1%1%

************22-22222Yodel
************1%1%-%1%1%1%1%1%

************22**2*22Tuffnels
************1%1%*%*%1%*%1%1%

************22--2222Pitney Bowes
************1%1%-%-%1%1%1%1%

************1*-11111Interparcel
************1%*%-%1%1%1%1%*%

************-1-1---1Pallet Lines
************-%1%-%1%-%-%-%*%

Whistl (Previously known
*************11*11-1as TNT Post)
*************%*%1%*%*%*%-%*%

******************-*Collect Plus
*************%*%1%*%*%*%-%*%

************-------*Amazon
************-%-%-%-%-%-%-%*%

************-***---*One Post
************-%*%*%*%-%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21281419923196241226170193308Unweighted total
-2*21719622276238209156172301Weighted total

************-*******Postal Sort
************-%*%*%*%*%*%*%*%

**************-**-**Fastway Couriers
*************%*%-%*%*%-%*%*%

************55175458Other answers
************3%2%2%3%3%2%3%3%

NET: Provider other than
************8210434101866377122RM
************42%47%45%43%41%41%45%40%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-555956565-14-38225308Unweighted total
-305757653-12-26228301Weighted total

**15403434**************128179Royal Mail
**50%69%59%53%**************56%60%

d

**2178**************1621Hermes
**8%1%12%12%**************7%7%

cc

***332**************1415DPD
***%4%5%3%**************6%5%

**32*2**************1115UPS
**11%4%1%3%**************5%5%

b

**-427**************1214TNT Express
**-%7%3%11%**************5%5%

dd

***234**************1113DHL
**1%4%4%7%**************5%4%

**224-**************1113Parcelforce
**8%4%7%-%**************5%4%

aa

**2111**************1010APC
**5%2%2%2%**************4%3%

**2---**************55UK Mail
**6%-%-%-%**************2%2%

****12**************33FedEx
***%*%2%3%**************1%1%

**2---***************2DX
**7%-%-%-%***************%1%

abc

**---2**************22Yodel
**-%-%-%3%**************1%1%

**-2--***************2Tuffnels
**-%3%-%-%***************%1%

**-2--**************-2Pitney Bowes
**-%3%-%-%**************-%1%

**---1**************11Interparcel
**-%-%-%2%**************1%*%

**----**************11Pallet Lines
**-%-%-%-%**************1%*%

Whistl (Previously known
**1---***************1as TNT Post)
**2%-%-%-%***************%*%

**--*-****************Collect Plus
**-%-%1%-%***************%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-555956565-14-38225308Unweighted total
-305757653-12-26228301Weighted total

**----**************-*Amazon
**-%-%-%-%**************-%*%

**----****************One Post
**-%-%-%-%***************%*%

***-*-****************Postal Sort
***%-%*%-%***************%*%

**--*-****************Fastway Couriers
**-%-%*%-%***************%*%

***113**************78Other answers
**1%1%2%5%**************3%3%

NET: Provider other than
**15182330**************100122RM
**50%31%41%47%**************44%40%

c
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
16210137171568177946763971308Unweighted total
11198122179444190844773872301Weighted total

**123-17934**100****45**48179Royal Mail
**62%-%100%76%**53%****59%**67%60%

badd

**1621-3**14****2**621Hermes
**8%17%-%6%**7%****2%**8%7%

a

**715-1**13****5**115DPD
**4%13%-%3%**7%****7%**1%5%

aa

**815-1**10*******715UPS
**4%12%-%3%**5%****1%**9%5%

acc

**1314-4**8****5**214TNT Express
**7%12%-%8%**4%****6%**3%5%

ad

**713--**11****7**113DHL
**4%11%-%-%**6%****9%**1%4%

aa

**913--**11****5**213Parcelforce
**4%10%-%-%**6%****6%**3%4%

ab

**510--**10****3**110APC
**3%8%-%-%**5%****4%**2%3%

a

**15--**5****-**-5UK Mail
**1%4%-%-%**2%****-%**-%2%

aac

**33-1**2****3**-3FedEx
**2%3%-%3%**1%****3%**-%1%

a

***2-1**********-2DX
***%2%-%2%***%*****%**-%1%

**22--**2****2**-2Yodel
**1%2%-%-%**1%****3%**-%1%

**22--**********-2Tuffnels
**1%2%-%-%***%*****%**-%1%

**-2--**-****-**-2Pitney Bowes
**-%2%-%-%**-%****-%**-%1%

**11-1*******-**-1Interparcel
**1%1%-%3%***%****-%**-%*%

a
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
16210137171568177946763971308Unweighted total
11198122179444190844773872301Weighted total

**-1--**1****-**-1Pallet Lines
**-%1%-%-%**1%****-%**-%*%

Whistl (Previously known
***1--*******-**-1as TNT Post)
***%*%-%-%***%****-%**-%*%

****--**********-*Collect Plus
***%*%-%-%***%****1%**-%*%

**-*--**-****-**-*Amazon
**-%*%-%-%**-%****-%**-%*%

**-*-***-*******-*One Post
**-%*%-%*%**-%*****%**-%*%

**-*--*******-****Postal Sort
**-%*%-%-%***%****-%***%*%

****--**********-*Fastway Couriers
***%*%-%-%***%*****%**-%*%

**48-***6*******58Other answers
**2%7%-%1%**3%*****%**7%3%

ac

NET: Provider other than
**75122-11**90****31**24122RM
**38%100%-%24%**47%****41%**33%40%

acac
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
14818084170702220416773308Unweighted total
*3916385162741819115680301Weighted total

****89486671**1196176179Royal Mail
****55%57%40%97%**62%39%96%60%

bb

****13216-**1614221Hermes
****8%3%10%-%**8%9%3%7%

a

****7513-**713-15DPD
****4%6%8%-%**4%8%-%5%

aa

****6611-**711-15UPS
****4%7%7%-%**4%7%-%5%

baa

****13712-**1112-14TNT Express
****8%8%7%-%**6%8%-%5%

aa

****9611-**511-13DHL
****6%7%7%-%**3%7%-%4%

aa

****98111**911*13Parcelforce
****5%9%7%1%**4%7%*%4%

a

****3-91**510-10APC
****2%-%5%2%**3%6%-%3%

a

****1-5-**15-5UK Mail
****1%-%3%-%**1%3%-%2%

****223-**23-3FedEx
****1%2%2%-%**1%2%-%1%

****211-**11-2DX
****1%1%1%-%**1%1%-%1%

****2-2-**22-2Yodel
****1%-%1%-%**1%1%-%1%

****2-*-**2*-2Tuffnels
****1%-%*%-%**1%*%-%1%

****2---**---2Pitney Bowes
****1%-%-%-%**-%-%-%1%

****111-**11-1Interparcel
****1%1%1%-%**1%1%-%*%

****--1-**-1-1Pallet Lines
****-%-%1%-%**-%1%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
14818084170702220416773308Unweighted total
*3916385162741819115680301Weighted total

Whistl (Previously known
****---****-*1as TNT Post)
****-%-%-%1%***%-%1%*%

****--*-****-*Collect Plus
****-%-%*%-%***%*%-%*%

****----**---*Amazon
****-%-%-%-%**-%-%-%*%

****--*-**--**One Post
****-%-%*%-%**-%-%*%*%

******-***--**Postal Sort
*****%*%-%*%**-%-%*%*%

*****-*-****-*Fastway Couriers
*****%-%*%-%***%*%-%*%

****527-**5618Other answers
****3%2%4%-%**3%4%1%3%

NET: Provider other than
****7337972**72963122RM
****45%43%60%3%**38%61%4%40%

aa
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1014817015116418918014319215114781308Unweighted total
12133158146151168*68147197*4013978301Weighted total

**83941099194**3995110**228343179Royal Mail
**62%60%74%60%56%**57%65%55%**56%60%55%60%

ab

**121181513**-1016**215521Hermes
**9%7%6%10%8%**-%7%8%**6%11%7%7%

cc

**75447**91211**14115DPD
**5%3%3%3%4%**13%8%6%**4%3%2%5%

a

**58468**428**14415UPS
**4%5%3%4%5%**5%1%4%**1%3%5%5%

**8136913**4511**18614TNT Express
**6%8%4%6%8%**5%3%5%**3%5%7%5%

**37257**4711**57513DHL
**2%5%1%3%4%**6%5%6%**11%5%6%4%

**86669**-911**26613Parcelforce
**6%4%4%4%5%**-%6%6%**5%5%7%4%

cc

**24243**349**32310APC
**1%3%1%3%2%**4%3%4%**6%1%3%3%

b

**211*1**-15**-*-5UK Mail
**1%1%1%*%1%**-%1%2%**-%*%-%2%

***3*13**1*2**1*13FedEx
***%2%*%1%2%**2%*%1%**1%*%1%1%

**21122**1*1**1212DX
**2%*%*%1%1%**1%*%*%**2%2%1%1%

**---22**2--**-222Yodel
**-%-%-%1%1%**3%-%-%**-%1%3%1%

ab

**22-*2**-*-**-*-2Tuffnels
**1%1%-%*%1%**-%*%-%**-%*%-%1%

**2--22**---**-2-2Pitney Bowes
**1%-%-%1%1%**-%-%-%**-%1%-%1%

**11111**111**1111Interparcel
**1%1%1%1%1%**2%1%1%**3%1%2%*%

**-----**-1-**---1Pallet Lines
**-%-%-%-%-%**-%1%-%**-%-%-%*%

Whistl (Previously known
******-****-**11*1as TNT Post)
***%*%*%*%-%**1%*%-%**1%*%*%*%

**-*-*-**--***--**Collect Plus
**-%*%-%*%-%**-%-%*%**-%-%1%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1014817015116418918014319215114781308Unweighted total
12133158146151168*68147197*4013978301Weighted total

**-----**---**---*Amazon
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**--*--**-*-**---*One Post
**-%-%*%-%-%**-%*%-%**-%-%-%*%

******************Postal Sort
***%*%*%*%*%***%*%*%***%*%*%*%

****--*****-**---*Fastway Couriers
***%*%-%-%*%***%*%-%**-%-%-%*%

**14545**346**2338Other answers
**1%2%3%3%3%**5%2%3%**6%2%4%3%

NET: Provider other than
**5164386175**295288**185635122RM
**38%40%26%40%44%**43%35%45%**44%40%45%40%

cc
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189308Unweighted total
424371191481529946481301Weighted total

********7488****725064179Royal Mail
********62%59%****77%79%79%60%

********911****55521Hermes
********8%7%****6%7%6%7%

********57****22115DPD
********4%5%****2%4%2%5%

********36****2--15UPS
********3%4%****2%-%-%5%

********713****52314TNT Express
********6%9%****6%3%4%5%

********37******213DHL
********2%5%*****%*%2%4%

********84****62313Parcelforce
********7%3%****6%3%4%4%

********22*******10APC
********1%1%*****%1%*%3%

********21****-1-5UK Mail
********2%1%****-%2%-%2%

*********2*****-*3FedEx
*********%1%*****%-%*%1%

********21****1112DX
********2%1%****1%1%1%1%

********-2****---2Yodel
********-%1%****-%-%-%1%

********22****---2Tuffnels
********2%1%****-%-%-%1%

********2-****---2Pitney Bowes
********2%-%****-%-%-%1%

*********1****1-11Interparcel
*********%1%****1%-%2%*%

********--****---1Pallet Lines
********-%-%****-%-%-%*%

Whistl (Previously known
*********1*******1as TNT Post)
*********%*%*****%1%1%*%

********--****---*Collect Plus
********-%-%****-%-%-%*%

********--****---*Amazon
********-%-%****-%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189308Unweighted total
424371191481529946481301Weighted total

********--****-***One Post
********-%-%****-%*%*%*%

***************-**Postal Sort
*********%*%*****%-%*%*%

**************---*Fastway Couriers
*********%*%****-%-%-%*%

********15****1*38Other answers
********1%3%****1%*%4%3%

NET: Provider other than
********4560****221417122RM
********38%41%****23%21%21%40%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-134290229304278296265292308Unweighted total
2206814235-120283226295263287258283301Weighted total

13938**155**66167132175155171152168179Royal Mail
63%57%**66%**55%59%58%59%59%60%59%59%60%

137**16**91914212021192121Hermes
6%11%**7%**8%7%6%7%8%7%7%7%7%

112**12**71511151315141515DPD
5%3%**5%**6%5%5%5%5%5%5%5%5%

64**4**810912101171115UPS
3%6%**2%**6%4%4%4%4%4%3%4%5%

95**12**31412141214141414TNT Express
4%7%**5%**3%5%5%5%4%5%5%5%5%

92**7**91311131111111113DHL
4%3%**3%**7%5%5%5%4%4%4%4%4%

102**11**51212131313121313Parcelforce
5%3%**4%**4%4%5%4%5%4%5%4%4%

73**7**31051081081010APC
3%4%**3%**2%4%2%3%3%3%3%4%3%

3-**3**154555555UK Mail
1%-%**1%**1%2%2%2%2%2%2%2%2%

31**3**233333333FedEx
1%1%**1%**1%1%1%1%1%1%1%1%1%

11**1**121212222DX
*%2%***%**1%1%*%1%*%1%1%1%1%

-2**-**222222222Yodel
-%3%**-%**2%1%1%1%1%1%1%1%1%

b

*2*****-2-222222Tuffnels
*%3%***%**-%1%-%1%1%1%1%1%1%

b

2-**-**222222222Pitney Bowes
1%-%**-%**2%1%1%1%1%1%1%1%1%

*1**1**111111111Interparcel
*%2%**1%**1%1%1%*%1%1%1%1%*%

1-**1**-1-1-1-11Pallet Lines
1%-%**1%**-%*%-%*%-%*%-%*%*%

Whistl (Previously known
1-*****111111111as TNT Post)
*%-%***%***%*%*%*%*%*%*%*%*%

*-**************Collect Plus
*%-%***%***%*%*%*%*%*%*%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-134290229304278296265292308Unweighted total
2206814235-120283226295263287258283301Weighted total

*-*****--***---*Amazon
*%-%***%**-%-%*%*%*%-%-%-%*%

*-*****-*-****-*One Post
*%-%***%**-%*%-%*%*%*%*%-%*%

****************Postal Sort
*%*%***%***%*%*%*%*%*%*%*%*%

*-**************Fastway Couriers
*%-%***%***%*%*%*%*%*%*%*%*%

72**7**388878888Other answers
3%3%**3%**3%3%4%3%3%3%3%3%3%

NET: Provider other than
8129**80**5411694120108115106115122RM
37%43%**34%**45%41%42%41%41%40%41%41%40%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1511571653510350182742376915252308Unweighted total
1431571584210054171742346617255301Weighted total

8495105**54**1044014633**157179Royal Mail
59%60%66%**54%**61%54%62%49%**62%60%

ab

10116**10**95129**1421Hermes
7%7%4%**10%**5%6%5%13%**5%7%

b

1058**5**77123**1515DPD
7%3%5%**5%**4%10%5%5%**6%5%

5107**7**72141**1515UPS
3%6%5%**7%**4%3%6%1%**6%5%

689**3**92104**814TNT Express
4%5%6%**3%**5%3%4%7%**3%5%

673**8**11295**1313DHL
5%4%2%**8%**6%3%4%7%**5%4%

c

583**8**3867**813Parcelforce
3%5%2%**8%**2%11%3%10%**3%4%

cbb

734**3**4491**910APC
5%2%3%**3%**3%6%4%2%**3%3%

323**1**325-**55UK Mail
2%2%2%**1%**2%2%2%-%**2%2%

312**1**3*31**33FedEx
2%1%1%**1%**2%*%1%1%**1%1%

112**-**1**2***2DX
*%1%1%**-%**1%1%*%3%***%1%

b

2--**-**2-2-**22Yodel
1%-%-%**-%**1%-%1%-%**1%1%

ac

-2-**2**-2*2**-2Tuffnels
-%1%-%**2%**-%3%*%3%**-%1%

bb

-22**-**--2-**-2Pitney Bowes
-%1%1%**-%**-%-%1%-%**-%1%

b

1-1**-**1-1-**11Interparcel
1%-%1%**-%**1%-%1%-%***%*%

1--**1**-11-**11Pallet Lines
1%-%-%**1%**-%2%1%-%***%*%

Whistl (Previously known
********-11-**11as TNT Post)
*%*%*%***%**-%1%*%-%***%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1511571653510350182742376915252308Unweighted total
1431571584210054171742346617255301Weighted total

-****-**-**-****Collect Plus
-%*%*%**-%**-%1%*%-%***%*%

*-***-***-*-****Amazon
*%-%*%**-%***%-%*%-%***%*%

*--**-**-**-****One Post
*%-%-%**-%**-%*%*%-%***%*%

*****-***-******Postal Sort
*%*%*%**-%***%-%*%*%***%*%

-*-*****--*-****Fastway Couriers
-%*%-%***%**-%-%*%-%***%*%

534**1**6272**88Other answers
4%2%3%**1%**4%3%3%3%**3%3%

NET: Provider other than
596253**46**67348834**97122RM
41%40%34%**46%**39%46%38%51%**38%40%

cc
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
192926272325252531252726308Unweighted total
173230412010312915272621301Weighted total

************************179Royal Mail
************************60%

************************21Hermes
************************7%

************************15DPD
************************5%

************************15UPS
************************5%

************************14TNT Express
************************5%

************************13DHL
************************4%

************************13Parcelforce
************************4%

************************10APC
************************3%

************************5UK Mail
************************2%

************************3FedEx
************************1%

************************2DX
************************1%

************************2Yodel
************************1%

************************2Tuffnels
************************1%

************************2Pitney Bowes
************************1%

************************1Interparcel
*************************%

************************1Pallet Lines
*************************%

Whistl (Previously known
************************1as TNT Post)
*************************%

*************************Collect Plus
*************************%

*************************Amazon
*************************%

*************************One Post
*************************%

*************************Postal Sort
*************************%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
192926272325252531252726308Unweighted total
173230412010312915272621301Weighted total

*************************Fastway Couriers
*************************%

************************8Other answers
************************3%

NET: Provider other than
************************122RM
************************40%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
74758178308Unweighted total
79717674301Weighted total

45514240179Royal Mail
57%72%55%54%60%

ab

1341221Hermes
2%4%6%16%7%

bcd

244515DPD
3%6%5%6%5%

423615UPS
5%3%3%8%5%

327214TNT Express
4%3%9%3%5%

255213DHL
2%7%6%3%4%

3*6313Parcelforce
3%*%8%5%4%

c

9-1*10APC
11%-%1%1%3%

abc

3-2-5UK Mail
3%-%3%-%2%

2**13FedEx
3%*%*%1%1%

2***2DX
2%*%*%*%1%

--2-2Yodel
-%-%3%-%1%

--2*2Tuffnels
-%-%2%*%1%

---22Pitney Bowes
-%-%-%2%1%

1*--1Interparcel
2%*%-%-%*%

1---1Pallet Lines
2%-%-%-%*%

Whistl (Previously known
*-*-1as TNT Post)
1%-%*%-%*%

*---*Collect Plus
1%-%-%-%*%

*---*Amazon
1%-%-%-%*%

-*--*One Post
-%*%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 25  (continuation)                                                                                                                                                    Page 530

QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
74758178308Unweighted total
79717674301Weighted total

-*--*Postal Sort
-%*%-%-%*%

-*--*Fastway Couriers
-%*%-%-%*%

43118Other answers
5%4%1%1%3%

NET: Provider other than
34203434122RM
43%28%45%46%40%

cc
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
3511317574102152067206308Unweighted total
13331949612228288301Weighted total

******37195****37985Royal Mail
******39%20%42%****43%28%28%

aaa

******16101*****3637Parcelforce
******18%10%4%****5%13%12%

e

******5101****13334DPD
******6%11%10%****11%11%11%

******9131*****3131DHL
******10%14%4%****5%11%10%

******810******3031UPS
******9%11%4%****3%10%10%

e

******219-****-2525Hermes
******2%20%-%****-%9%8%

bcbcbe

******392****12022TNT Express
******3%9%16%****17%7%7%

aa

******2-*****-56FedEx
******2%-%3%****-%2%2%

*******-******44DX
*******%-%3%****3%1%1%

******21-****-44UK Mail
******2%1%-%****-%1%1%

*******1*****-33Yodel
*******%1%1%****-%1%1%

******--******12APC
******-%-%3%****2%*%1%

ab

******-1-****-11Pitney Bowes
******-%1%-%****-%*%*%

******1-*****-11Parcels to go
******1%-%1%****-%*%*%

******---****-11Pallet Lines
******-%-%-%****-%*%*%

ab

******--******-*Tuffnels
******-%-%1%****2%-%*%

a

******--******-*Interparcel
******-%-%1%****1%-%*%

******--*****--*Priority Express
******-%-%1%****-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d,e
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
3511317574102152067206308Unweighted total
13331949612228288301Weighted total

******641****12122Other answers
******7%4%11%****10%7%7%

NET: Provider other than
******57777****5209216RM
******61%80%58%****57%72%72%

bbe
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gfe*dc*b*aSignificance Level: 95%
38402620426182935316331115308Unweighted total
11171126232223751418401516301Weighted total

******73******************85Royal Mail
******28%******************28%

******32******************37Parcelforce
******12%******************12%

******26******************34DPD
******10%******************11%

cjcc

******28******************31DHL
******11%******************10%

ffefjm

******27******************31UPS
******10%******************10%

******22******************25Hermes
******8%******************8%

******20******************22TNT Express
******8%******************7%

lm

******5******************6FedEx
******2%******************2%

******3******************4DX
******1%******************1%

******3******************4UK Mail
******1%******************1%

******3******************3Yodel
******1%******************1%

******2******************2APC
******1%******************1%

******1******************1Pitney Bowes
******1%*******************%

******1******************1Parcels to go
******1%*******************%

******1******************1Pallet Lines
*******%*******************%

**************************Tuffnels
*******%*******************%

******-*******************Interparcel
******-%*******************%

******-*******************Priority Express
******-%*******************%

******19******************22Other answers
******7%******************7%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gfe*dc*b*aSignificance Level: 95%
38402620426182935316331115308Unweighted total
11171126232223751418401516301Weighted total

NET: Provider other than
******189******************216RM
******72%******************72%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
302788522372125126136638308Unweighted total
21280642376814213978537301Weighted total

**80196521****38****18**85Royal Mail
**28%30%28%31%****27%****34%**28%

**3612246****20****4**37Parcelforce
**13%19%10%9%****14%****7%**12%

ba

**347273****23****4**34DPD
**12%11%11%4%****16%****8%**11%

h

**275268****8****3**31DHL
**10%8%11%11%****6%****5%**10%

**311303****15****10**31UPS
**11%2%12%5%****11%****19%**10%

bh

**198177****16****2**25Hermes
**7%12%7%10%****12%****4%**8%

a

**217152****8****6**22TNT Express
**7%10%6%3%****6%****11%**7%

**5141****5****-**6FedEx
**2%2%2%1%****3%****-%**2%

**3*44*********-**4DX
**1%*%2%6%*****%****-%**1%

ae

**2-4-****4****-**4UK Mail
**1%-%2%-%****3%****-%**1%

a

**3*33*********-**3Yodel
**1%*%1%4%*****%****-%**1%

**1*1-****1****-**2APC
**1%*%1%-%****1%****-%**1%

**1-1-****-****-**1Pitney Bowes
***%-%1%-%****-%****-%***%

**1-11****-****-**1Parcels to go
***%-%1%2%****-%****-%***%

**1-1-****1****-**1Pallet Lines
***%-%1%-%****1%****-%***%

***-*-****-********Tuffnels
***%-%*%-%****-%*****%***%

****--*********-***Interparcel
***%*%-%-%*****%****-%***%

***-******-****-***Priority Express
***%-%*%*%****-%****-%***%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 26  (continuation)                                                                                                                                                    Page 536

QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
302788522372125126136638308Unweighted total
21280642376814213978537301Weighted total

**225179****5****7**22Other answers
**8%9%7%14%****3%****13%**7%

ee

NET: Provider other than
**2004417247****101****35**216RM
**72%70%72%69%****73%****66%**72%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
114571336302308Unweighted total
116571237293301Weighted total

321141**8485Royal Mail
28%20%33%**29%28%

12418**3737Parcelforce
11%7%14%**12%12%

18510**3134DPD
16%9%8%**11%11%

91012**2731DHL
8%17%10%**9%10%

1695**3131UPS
14%16%4%**10%10%

aa

5713**2525Hermes
4%13%10%**8%8%

c

7213**2222TNT Express
6%4%10%**7%7%

5-***66FedEx
4%-%*%**2%2%

a

22-**44DX
2%3%-%**1%1%

a

22-**44UK Mail
2%4%-%**1%1%

a

1*1**33Yodel
1%1%1%**1%1%

1****22APC
1%*%*%**1%1%

--1**11Pitney Bowes
-%-%1%***%*%

1--**11Parcels to go
1%-%-%***%*%

1--**11Pallet Lines
1%-%-%***%*%

--*****Tuffnels
-%-%*%***%*%

--*****Interparcel
-%-%*%***%*%

-*-****Priority Express
-%*%-%***%*%

7510**2222Other answers
6%9%8%**8%7%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
114571336302308Unweighted total
116571237293301Weighted total

NET: Provider other than
844682**209216RM
72%80%67%**71%72%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
14213531935273--15326107166308Unweighted total
12214237326274--*3*2395179301Weighted total

4038******81************374485Royal Mail
33%27%******29%************38%25%28%

aj

1314******35************112437Parcelforce
10%10%******13%************12%13%12%

bc

1019******30************62434DPD
8%14%******11%************6%13%11%

1017******25************42131DHL
9%12%******9%************4%11%10%

abib

197******29************181231UPS
16%5%******11%************19%6%10%

bai

120******25************12425Hermes
1%14%******9%************1%13%8%

ccbbj

1110******17************71022TNT Express
9%7%******6%************7%6%7%

ai

5*******6************5*6FedEx
4%*%******2%************5%*%2%

ba

*4******4*************44DX
*%3%******1%*************%2%1%

31******1************-14UK Mail
3%*%*******%************-%*%1%

abi

*3******3*************33Yodel
*%2%******1%*************%2%1%

1**********************2APC
1%*%*******%*************%*%1%

abi

-1******1************-11Pitney Bowes
-%1%*******%************-%1%*%

1********************-*1Parcels to go
1%*%*******%************-%*%*%

abi

1-******-************--1Pallet Lines
1%-%******-%************-%-%*%

abi

*-********************-*Tuffnels
*%-%*******%*************%-%*%

-********************-**Interparcel
-%*%*******%************-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
14213531935273--15326107166308Unweighted total
12214237326274--*3*2395179301Weighted total

-********************-**Priority Express
-%*%*******%************-%*%*%

89******21************71422Other answers
7%6%******8%************7%8%7%

NET: Provider other than
81104******193************59135216RM
67%73%******71%************62%75%72%

bb
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21281419923196241226170193308Unweighted total
-2*21719622276238209156172301Weighted total

************6075287264465785Royal Mail
************31%34%36%30%31%30%33%28%

************1730133221121737Parcelforce
************9%13%17%13%10%7%10%12%

b

************14207281591334DPD
************7%9%10%12%7%6%7%11%

b

************202371922182131DHL
************10%10%10%8%10%12%12%10%

************262132626221831UPS
************13%10%4%11%12%14%10%10%

eee

************191132019181225Hermes
************10%5%4%9%9%11%7%8%

ef

************161861416101522TNT Express
************8%8%8%6%8%7%9%7%

************65166526FedEx
************3%2%1%2%3%4%1%2%

************42**4244DX
************2%1%*%*%2%1%2%1%

dd

************131411-4UK Mail
*************%1%1%2%*%*%-%1%

************33133233Yodel
************2%1%1%1%2%1%2%1%

*************2*1**-2APC
*************%1%*%1%*%*%-%1%

************1---11-1Pitney Bowes
************1%-%-%-%1%1%-%*%

*************1*11111Parcels to go
*************%1%*%1%1%1%1%*%

************-1-1---1Pallet Lines
************-%1%-%1%-%-%-%*%

************-*-**-**Tuffnels
************-%*%-%*%*%-%*%*%

********************Interparcel
*************%*%*%*%*%*%*%*%

*************--*****Priority Express
*************%-%-%*%*%*%*%*%

************121371713101322Other answers
************6%6%10%7%6%7%7%7%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21281419923196241226170193308Unweighted total
-2*21719622276238209156172301Weighted total

NET: Provider other than
************13614748166145110115216RM
************69%66%64%70%69%70%67%72%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-555956565-14-38225308Unweighted total
-305757653-12-26228301Weighted total

**14142016**************7185Royal Mail
**48%24%35%25%**************31%28%

ac

**44103**************3037Parcelforce
**14%6%17%5%**************13%12%

a

**2525**************2634DPD
**7%9%4%8%**************11%11%

**2749**************1931DHL
**7%11%8%14%**************8%10%

**38412**************2431UPS
**9%13%8%18%**************10%10%

**-775**************2025Hermes
**-%12%13%8%**************9%8%

ddd

**2725**************1222TNT Express
**8%11%4%8%**************5%7%

**13-1**************66FedEx
**2%6%-%2%**************2%2%

**12-1***************4DX
**3%3%-%2%***************%1%

**-1--**************44UK Mail
**-%1%-%-%**************2%1%

**-*11**************33Yodel
**-%1%2%2%**************1%1%

**--*-**************12APC
**-%-%*%-%**************1%1%

**-1--**************-1Pitney Bowes
**-%2%-%-%**************-%*%

**---1***************1Parcels to go
**-%-%-%2%***************%*%

**----**************11Pallet Lines
**-%-%-%-%**************1%*%

***---**************-*Tuffnels
**1%-%-%-%**************-%*%

**-*--****************Interparcel
**-%*%-%-%***************%*%

***---****************Priority Express
***%-%-%-%***************%*%

**1265**************1622Other answers
**2%3%10%8%**************7%7%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-555956565-14-38225308Unweighted total
-305757653-12-26228301Weighted total

NET: Provider other than
**16433748**************157216RM
**52%76%65%75%**************69%72%

dd
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
16210137171568177946763971308Unweighted total
11198122179444190844773872301Weighted total

**5785-4**67****24**1985Royal Mail
**29%69%-%10%**35%****31%**26%28%

ac

**214327**22****6**1637Parcelforce
**11%3%18%17%**11%****8%**22%12%

bc

**154307**21****13**834DPD
**7%4%17%16%**11%****17%**11%11%

b

**229228**10****4**831DHL
**11%7%12%18%**5%****5%**11%10%

add

**265266**20****6**631UPS
**13%4%15%13%**11%****8%**8%10%

b

**19*246**14****8**925Hermes
**10%*%14%13%**7%****10%**12%8%

bddd

**148144**10****6**222TNT Express
**7%6%8%8%**5%****8%**3%7%

**6331**5****3***6FedEx
**3%2%2%2%**3%****4%**1%2%

**4-4***-****-***4DX
**2%-%2%*%**-%****-%***%1%

**122-**4****1**-4UK Mail
***%2%1%-%**2%****1%**-%1%

**3-3-**3****1**13Yodel
**2%-%2%-%**1%****2%**2%1%

***1****1****-***2APC
***%1%*%*%**1%****-%***%1%

**1-1-**-****-**-1Pitney Bowes
**1%-%1%-%**-%****-%**-%*%

**1-1-**1****-**11Parcels to go
**1%-%1%-%**1%****-%**2%*%

**-1--**1****-**-1Pallet Lines
**-%1%-%-%**1%****-%**-%*%

***-*-*******-**-*Tuffnels
***%-%*%-%***%****-%**-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
16210137171568177946763971308Unweighted total
11198122179444190844773872301Weighted total

***-*-*******-**-*Interparcel
***%-%*%-%***%****-%**-%*%

***-****-****-**-*Priority Express
***%-%*%*%**-%****-%**-%*%

**126163**14****5**222Other answers
**6%5%9%7%**7%****6%**3%7%

acd

NET: Provider other than
**1413717940**123****53**53216RM
**71%31%100%90%**65%****69%**74%72%

ba
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
14818084170702220416773308Unweighted total
*3916385162741819115680301Weighted total

****5526692**5768385Royal Mail
****34%30%43%3%**30%44%4%28%

caa

****1591715**16191337Parcelforce
****9%10%11%20%**8%12%16%12%

****1191315**15161234DPD
****7%10%8%21%**8%10%15%11%

b

****208135**2110931DHL
****12%10%8%7%**11%6%11%10%

****16101412**2481831UPS
****10%12%9%16%**13%5%23%10%

b

****1261010**19101025Hermes
****7%7%6%14%**10%6%13%8%

b

****158112**1410322TNT Express
****9%10%7%3%**7%7%4%7%

****2*32**5326FedEx
****1%*%2%3%**3%2%3%2%

****43-***4-*4DX
****2%4%-%*%**2%-%*%1%

****---2**1-24UK Mail
****-%-%-%2%***%-%2%1%

b

****3111**3113Yodel
****2%2%1%2%**2%1%2%1%

****--1****1-2APC
****-%-%1%*%***%1%-%1%

****----**1--1Pitney Bowes
****-%-%-%-%**1%-%-%*%

****1-*1**1*11Parcels to go
****1%-%*%2%**1%*%2%*%

****--1-**-1-1Pallet Lines
****-%-%1%-%**-%1%-%*%

*****-*-****-*Tuffnels
*****%-%*%-%***%*%-%*%

*****-*-****-*Interparcel
*****%-%*%-%***%*%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
14818084170702220416773308Unweighted total
*3916385162741819115680301Weighted total

*****--****-**Priority Express
*****%-%-%*%***%-%*%*%

****136116**1312522Other answers
****8%7%7%8%**7%8%6%7%

ab

NET: Provider other than
****108599371**1358876216RM
****66%70%57%97%**70%56%96%72%

bbb
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1014817015116418918014319215114781308Unweighted total
12133158146151168*68147197*4013978301Weighted total

**4448294657**133867**7412085Royal Mail
**33%30%20%31%34%**19%26%34%**18%30%25%28%

ccc

**1417231216**92026**310737Parcelforce
**11%11%16%8%9%**14%13%13%**7%7%9%12%

b

**31023913**51722**19234DPD
**2%6%16%6%8%**8%11%11%**3%7%2%11%

ab

**1517101821**9911**317931DHL
**12%11%7%12%12%**14%6%5%**9%12%12%10%

a

**1619222018**82023**5161331UPS
**12%12%15%13%11%**12%14%12%**13%12%16%10%

**1613131812**21214**2161025Hermes
**12%9%9%12%7%**3%8%7%**5%11%13%8%

**11148813**5139**510522TNT Express
**8%9%5%5%8%**7%9%5%**13%7%6%7%

**35452**446**4446FedEx
**2%3%2%4%1%**6%3%3%**9%3%5%2%

**34*24**-****-224DX
**2%3%*%1%2%**-%*%*%**-%2%2%1%

**1-21-**343**-1-4UK Mail
***%-%1%*%-%**5%3%2%**-%*%-%1%

**33323**133**2213Yodel
**2%2%2%1%2%**2%2%1%**4%1%2%1%

******-**-1***-*-2APC
***%*%*%*%-%**-%1%*%**-%*%-%1%

**11-1-**---**-1-1Pitney Bowes
**1%1%-%1%-%**-%-%-%**-%1%-%*%

**11111**--1**-1-1Parcels to go
**1%1%1%1%1%**-%-%1%**-%1%-%*%

**-----**-1-**---1Pallet Lines
**-%-%-%-%-%**-%1%-%**-%-%-%*%

***-*-***--***---*Tuffnels
***%-%*%-%*%**-%-%*%**-%-%-%*%

*********-****-*-*Interparcel
***%*%*%*%*%**-%*%*%**-%*%-%*%

*********-*-**-*-*Priority Express
***%*%*%*%*%**-%*%-%**-%*%-%*%

**59111013**101014**910722Other answers
**4%6%7%7%7%**15%7%7%**22%7%9%7%

abab
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1014817015116418918014319215114781308Unweighted total
12133158146151168*68147197*4013978301Weighted total

NET: Provider other than
**89110118105112**55108131**339859216RM
**67%70%80%69%66%**81%74%66%**82%70%75%72%

aba
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189308Unweighted total
424371191481529946481301Weighted total

********4044****16111685Royal Mail
********34%30%****17%17%19%28%

********1314****197937Parcelforce
********11%10%****20%10%11%12%

********410****1391434DPD
********4%7%****14%14%17%11%

********1318****93431DHL
********11%12%****9%5%5%10%

********1118****18111231UPS
********10%12%****19%18%15%10%

********1511****86825Hermes
********12%8%****9%10%10%8%

********812****36622TNT Express
********7%8%****3%9%7%7%

********34****1226FedEx
********2%3%****1%4%3%2%

********34****-**4DX
********2%2%****-%*%*%1%

********1-****-114UK Mail
*********%-%****-%1%2%1%

********33****1333Yodel
********2%2%****1%4%3%1%

***************-*2APC
*********%*%*****%-%*%1%

********11****---1Pitney Bowes
********1%1%****-%-%-%*%

********11****--11Parcels to go
********1%1%****-%-%2%*%

********--****---1Pallet Lines
********-%-%****-%-%-%*%

*********-*****-**Tuffnels
*********%-%*****%-%*%*%

******************Interparcel
*********%*%*****%*%*%*%

**************-***Priority Express
*********%*%****-%*%*%*%

********511****66722Other answers
********4%7%****7%9%8%7%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189308Unweighted total
424371191481529946481301Weighted total

NET: Provider other than
********79104****785365216RM
********66%70%****83%83%81%72%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-134290229304278296265292308Unweighted total
2206814235-120283226295263287258283301Weighted total

6520**61**348067837680768085Royal Mail
29%30%**26%**29%28%30%28%29%28%29%28%28%

294**32**133323373333283137Parcelforce
13%7%**13%**11%12%10%12%12%11%11%11%12%

276**30**103322343133283334DPD
12%9%**13%**9%12%10%11%12%11%11%12%11%

1515**20**163125292331243131DHL
7%22%**8%**14%11%11%10%9%11%9%11%10%

b

219**27**172924313030283031UPS
10%14%**12%**15%10%11%10%11%11%11%11%10%

232**23**52119252222202025Hermes
10%3%**10%**4%7%8%8%8%8%8%7%8%

145**16**92116221522212222TNT Express
7%7%**7%**7%7%7%7%6%8%8%8%7%

41**4**444666466FedEx
2%2%**2%**3%2%2%2%2%2%2%2%2%

4***2**144444444DX
2%*%**1%**1%1%2%1%1%1%2%1%1%

-2**2**243334344UK Mail
-%3%**1%**2%1%1%1%1%1%1%1%1%

b

21**1**233333333Yodel
1%2%***%**2%1%1%1%1%1%1%1%1%

2-**1***2*2*2*22APC
1%-%**1%***%1%*%1%*%1%*%1%1%

1-**1**-11111111Pitney Bowes
1%-%**1%**-%*%1%*%1%*%1%*%*%

*1*****-11111111Parcels to go
*%2%***%**-%*%1%*%1%*%1%*%*%

1-**1**-1-1-1-11Pallet Lines
1%-%**1%**-%*%-%*%-%*%-%*%*%

*-**************Tuffnels
*%-%***%***%*%*%*%*%*%*%*%*%

*-*****-*-****-*Interparcel
*%-%***%**-%*%-%*%*%*%*%-%*%

*-*****-********Priority Express
*%-%***%**-%*%*%*%*%*%*%*%*%

174**19**72016221920202022Other answers
8%6%**8%**6%7%7%8%7%7%8%7%7%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-134290229304278296265292308Unweighted total
2206814235-120283226295263287258283301Weighted total

NET: Provider other than
15548**174**85202159212187206182203216RM

71%70%**74%**71%72%70%72%71%72%71%72%72%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1511571653510350182742376915252308Unweighted total
1431571584210054171742346617255301Weighted total

424337**31**42246024**6985Royal Mail
29%27%23%**31%**25%32%26%37%**27%28%

c

191719**14**206325**3337Parcelforce
14%11%12%**14%**12%9%14%7%**13%12%

201319**11**2472212**3034DPD
14%9%12%**11%**14%10%10%17%**12%11%

c

121919**7**206283**2731DHL
8%12%12%**7%**12%8%12%4%**11%10%

a

161412**14**179292**3031UPS
11%9%8%**14%**10%13%12%3%**12%10%

a

131215**7**195196**1625Hermes
9%7%10%**7%**11%7%8%9%**6%8%

c

81312**8**9111210**1722TNT Express
6%9%8%**8%**5%14%5%15%**7%7%

bb

334*****4115**36FedEx
2%2%3%***%**2%2%*%7%**1%2%

b

223*****4*4-**44DX
1%1%2%***%**2%*%2%-%**2%1%

222**2**1331**24UK Mail
1%1%1%**2%***%5%1%1%**1%1%

b

*31**1**1*3***33Yodel
*%2%*%**1%**1%1%1%*%**1%1%

1****1***11***12APC
1%*%*%**1%***%2%1%*%**1%1%

-11**-**--1-**-1Pitney Bowes
-%1%1%**-%**-%-%1%-%**-%*%

b

*1***1***-1-**11Parcels to go
*%1%*%**1%***%-%1%-%**1%*%

1--**1**-11-**11Pallet Lines
1%-%-%**1%**-%2%1%-%***%*%

*-***-***-*-****Tuffnels
*%-%*%**-%***%-%*%-%***%*%

-*-******-*-****Interparcel
-%*%-%***%***%-%*%-%***%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1511571653510350182742376915252308Unweighted total
1431571584210054171742346617255301Weighted total

*-***-***-*-****Priority Express
*%-%*%**-%***%-%*%-%***%*%

71515**5**103203**2122Other answers
5%10%10%**5%**6%4%8%4%**8%7%

ab

NET: Provider other than
101115121**69**1285017442**186216RM

71%73%77%**69%**75%68%74%63%**73%72%

b
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
192926272325252531252726308Unweighted total
173230412010312915272621301Weighted total

************************85Royal Mail
************************28%

************************37Parcelforce
************************12%

************************34DPD
************************11%

************************31DHL
************************10%

************************31UPS
************************10%

************************25Hermes
************************8%

************************22TNT Express
************************7%

************************6FedEx
************************2%

************************4DX
************************1%

************************4UK Mail
************************1%

************************3Yodel
************************1%

************************2APC
************************1%

************************1Pitney Bowes
*************************%

************************1Parcels to go
*************************%

************************1Pallet Lines
*************************%

*************************Tuffnels
*************************%

*************************Interparcel
*************************%

*************************Priority Express
*************************%

************************22Other answers
************************7%

NET: Provider other than
************************216RM
************************72%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
74758178308Unweighted total
79717674301Weighted total

1717203085Royal Mail
22%23%27%41%28%

cd

13106737Parcelforce
17%15%8%9%12%

11105834DPD
14%14%7%10%11%

6713531DHL
8%10%17%7%10%

51211331UPS
6%17%14%4%10%

aa

297725Hermes
2%13%9%9%8%

d

646522TNT Express
8%6%8%6%7%

2*-36FedEx
3%1%-%4%2%

1*124DX
2%*%1%3%1%

1-214UK Mail
2%-%3%1%1%

3-**3Yodel
3%-%1%*%1%

1*-*2APC
2%*%-%*%1%

1---1Pitney Bowes
2%-%-%-%*%

1--*1Parcels to go
2%-%-%*%*%

1---1Pallet Lines
2%-%-%-%*%

-*--*Tuffnels
-%*%-%-%*%

--*-*Interparcel
-%-%*%-%*%

-*--*Priority Express
-%*%-%-%*%

917522Other answers
11%2%9%7%7%

cc

NET: Provider other than
62555644216RM
78%77%73%59%72%

aa
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
102714152555154873Unweighted total

4*5172131126468Weighted total

********************24Royal Mail
********************36%

********************17DPD
********************25%

********************13Parcelforce
********************19%

********************11Hermes
********************16%

********************9DHL
********************13%

********************7TNT Express
********************11%

********************6FedEx
********************9%

********************5UPS
********************8%

********************2APC
********************2%

********************1Interparcel
********************2%

********************1Pallet Lines
********************2%

*********************DX
*********************%

*********************Tuffnels
*********************%

********************6Other answers
********************9%

NET: Provider other than
********************44RM
********************64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
89353569682102573Unweighted total
331616512763141668Weighted total

******21******************24Royal Mail
******34%******************36%

******14******************17DPD
******23%******************25%

******12******************13Parcelforce
******20%******************19%

******10******************11Hermes
******17%******************16%

******9******************9DHL
******14%******************13%

******6******************7TNT Express
******10%******************11%

******6******************6FedEx
******10%******************9%

******5******************5UPS
******8%******************8%

******1******************2APC
******2%******************2%

******1******************1Interparcel
******2%******************2%

******1******************1Pallet Lines
******2%******************2%

**************************DX
*******%*******************%

**************************Tuffnels
*******%*******************%

******5******************6Other answers
******8%******************9%

NET: Provider other than
******41******************44RM
******66%******************64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
66715581111314221173Unweighted total
365135592*311419*68Weighted total

**24**17****************24Royal Mail
**37%**30%****************36%

**15**14****************17DPD
**23%**26%****************25%

**13**11****************13Parcelforce
**20%**20%****************19%

**11**10****************11Hermes
**17%**19%****************16%

**9**9****************9DHL
**13%**16%****************13%

**7**5****************7TNT Express
**11%**9%****************11%

**6**6****************6FedEx
**10%**12%****************9%

**5**5****************5UPS
**8%**9%****************8%

**2**2****************2APC
**3%**3%****************2%

**1**1****************1Interparcel
**2%**2%****************2%

**1**1****************1Pallet Lines
**2%**2%****************2%

***********************DX
***%***%*****************%

***********************Tuffnels
***%***%*****************%

**6**5****************6Other answers
**9%**9%****************9%

NET: Provider other than
**41**38****************44RM
**63%**70%****************64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*b*a*baSignificance Level: 95%
33112927173Unweighted total
33102526668Weighted total

********2424Royal Mail
********37%36%

********1717DPD
********26%25%

********1313Parcelforce
********20%19%

********1111Hermes
********17%16%

********99DHL
********13%13%

********77TNT Express
********11%11%

********66FedEx
********10%9%

********35UPS
********5%8%

********22APC
********3%2%

********11Interparcel
********2%2%

********11Pallet Lines
********2%2%

**********DX
*********%*%

**********Tuffnels
*********%*%

********66Other answers
********9%9%

NET: Provider other than
********4144RM
********63%64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
4324661756--13211263073Unweighted total
3627521058--*2*8263268Weighted total

**********20****************24Royal Mail
**********34%****************36%

**********13****************17DPD
**********22%****************25%

**********12****************13Parcelforce
**********20%****************19%

**********11****************11Hermes
**********19%****************16%

**********6****************9DHL
**********10%****************13%

**********3****************7TNT Express
**********6%****************11%

**********6****************6FedEx
**********11%****************9%

**********2****************5UPS
**********4%****************8%

***************************2APC
**********1%****************2%

**********-****************1Interparcel
**********-%****************2%

**********-****************1Pallet Lines
**********-%****************2%

****************************DX
***********%*****************%

****************************Tuffnels
***********%*****************%

**********3****************6Other answers
**********4%****************9%

NET: Provider other than
**********38****************44RM
**********66%****************64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--1-224653216551394573Unweighted total
--*-*24547176048374068Weighted total

**************17**2017****24Royal Mail
**************36%**33%36%****36%

**************8**1710****17DPD
**************17%**28%20%****25%

**************9**138****13Parcelforce
**************19%**21%17%****19%

**************4**108****11Hermes
**************9%**16%17%****16%

**************5**92****9DHL
**************11%**15%3%****13%

aac

**************5**55****7TNT Express
**************10%**9%11%****11%

**************6**65****6FedEx
**************14%**11%11%****9%

**************4**33****5UPS
**************8%**5%5%****8%

**************2**2-****2APC
**************4%**3%-%****2%

**************-**11****1Interparcel
**************-%**2%3%****2%

**************1**1-****1Pallet Lines
**************3%**2%-%****2%

************************DX
***************%***%*%*****%

************************Tuffnels
***************%***%*%*****%

**************3**64****6Other answers
**************7%**10%9%****9%

NET: Provider other than
**************30**4031****44RM
**************64%**67%64%****64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-131311143--3-155673Unweighted total
-514919*--*-*15868Weighted total

************************1924Royal Mail
************************33%36%

************************1617DPD
************************27%25%

************************1313Parcelforce
************************22%19%

************************1011Hermes
************************17%16%

************************99DHL
************************15%13%

************************57TNT Express
************************9%11%

************************66FedEx
************************11%9%

************************35UPS
************************5%8%

************************22APC
************************3%2%

************************11Interparcel
************************2%2%

************************11Pallet Lines
************************2%2%

**************************DX
*************************%*%

**************************Tuffnels
*************************%*%

************************56Other answers
************************9%9%

NET: Provider other than
************************3944RM
************************67%64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
1503934172466181961673Unweighted total
*483236161444131981668Weighted total

************************24Royal Mail
************************36%

a

************************17DPD
************************25%

************************13Parcelforce
************************19%

b

************************11Hermes
************************16%

b

************************9DHL
************************13%

b

************************7TNT Express
************************11%

************************6FedEx
************************9%

************************5UPS
************************8%

************************2APC
************************2%

************************1Interparcel
************************2%

************************1Pallet Lines
************************2%

*************************DX
*************************%

*************************Tuffnels
*************************%

************************6Other answers
************************9%

NET: Provider other than
************************44RM
************************64%

b
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
11442174817744461973Unweighted total
*1037173921741382268Weighted total

********************24Royal Mail
********************36%

********************17DPD
********************25%

********************13Parcelforce
********************19%

********************11Hermes
********************16%

********************9DHL
********************13%

********************7TNT Express
********************11%

********************6FedEx
********************9%

********************5UPS
********************8%

********************2APC
********************2%

********************1Interparcel
********************2%

********************1Pallet Lines
********************2%

*********************DX
*********************%

*********************Tuffnels
*********************%

********************6Other answers
********************9%

NET: Provider other than
********************44RM
********************64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*bacba*d*cba*d*cb*aSignificance Level: 95%
429404437431283751114322373Unweighted total
32640413738*223350*10302568Weighted total

******************13********24Royal Mail
******************26%********36%

c

******************13********17DPD
******************27%********25%

******************12********13Parcelforce
******************23%********19%

******************10********11Hermes
******************20%********16%

******************7********9DHL
******************15%********13%

ab

******************5********7TNT Express
******************9%********11%

******************5********6FedEx
******************10%********9%

******************3********5UPS
******************6%********8%

***************************2APC
******************1%********2%

******************1********1Interparcel
******************2%********2%

******************-********1Pallet Lines
******************-%********2%

******************-*********DX
******************-%*********%

******************-*********Tuffnels
******************-%*********%

******************5********6Other answers
******************11%********9%

NET: Provider other than
******************37********44RM
******************74%********64%

a
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*dc*b*aSignificance Level: 95%
-52325384832172573Unweighted total
-63219372634162168Weighted total

**********************24Royal Mail
**********************36%

**********************17DPD
**********************25%

**********************13Parcelforce
**********************19%

**********************11Hermes
**********************16%

**********************9DHL
**********************13%

**********************7TNT Express
**********************11%

**********************6FedEx
**********************9%

**********************5UPS
**********************8%

**********************2APC
**********************2%

**********************1Interparcel
**********************2%

**********************1Pallet Lines
**********************2%

***********************DX
***********************%

***********************Tuffnels
***********************%

**********************6Other answers
**********************9%

NET: Provider other than
**********************44RM
**********************64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
5415263-336653726870607073Unweighted total
4915456-276248676166586668Weighted total

15****18****2316242324192424Royal Mail
30%****31%****37%34%36%37%36%34%36%36%

12****15****1511171315121517DPD
25%****27%****24%22%25%22%23%22%23%25%

11****13****1213131313131313Parcelforce
23%****23%****19%27%19%21%20%23%20%19%

7****10****1010111111111111Hermes
15%****17%****16%22%17%18%17%19%17%16%

6****9****86869599DHL
11%****16%****12%12%11%9%13%9%13%13%

2****5****72657677TNT Express
5%****9%****12%4%9%9%11%10%11%11%

5****3****65666666FedEx
11%****6%****10%11%10%10%10%11%10%9%

4****5****54445455UPS
8%****9%****9%8%6%7%8%7%8%8%

2****2****2-2-2*22APC
3%****3%****3%-%3%-%3%1%3%2%

-****1****11111111Interparcel
-%****2%****2%3%2%2%2%2%2%2%

1****1****1-1-1-11Pallet Lines
3%****2%****2%-%2%-%2%-%2%2%

***********-******DX
*%*****%*****%-%*%*%*%*%*%*%

***********-******Tuffnels
*%*****%*****%-%*%*%*%*%*%*%

4****6****64666666Other answers
9%****10%****9%8%9%10%9%10%9%9%

NET: Provider other than
34****39****3931423842384244RM
70%****69%****63%66%64%63%64%66%64%64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
42313053674421571655573Unweighted total
35322373764220551375168Weighted total

****************19****1624Royal Mail
****************34%****32%36%

****************15****1617DPD
****************27%****32%25%

****************12****1013Parcelforce
****************23%****20%19%

****************8****811Hermes
****************15%****17%16%

****************9****89DHL
****************16%****15%13%

ac

****************5****37TNT Express
****************9%****7%11%

****************4****46FedEx
****************8%****9%9%

b

****************5****45UPS
****************9%****8%8%

****************2****22APC
****************3%****3%2%

****************1****11Interparcel
****************2%****2%2%

****************1****11Pallet Lines
****************2%****2%2%

*********************-*DX
*****************%****-%*%

*********************-*Tuffnels
*****************%****-%*%

****************5****56Other answers
****************10%****11%9%

NET: Provider other than
****************37****3544RM
****************66%****68%64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
787354691027573Unweighted total
69953*813615368Weighted total

************************24Royal Mail
************************36%

************************17DPD
************************25%

************************13Parcelforce
************************19%

************************11Hermes
************************16%

************************9DHL
************************13%

************************7TNT Express
************************11%

************************6FedEx
************************9%

************************5UPS
************************8%

************************2APC
************************2%

************************1Interparcel
************************2%

************************1Pallet Lines
************************2%

*************************DX
*************************%

*************************Tuffnels
*************************%

************************6Other answers
************************9%

NET: Provider other than
************************44RM
************************64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
2212251473Unweighted total
24927968Weighted total

********24Royal Mail
********36%

********17DPD
********25%

********13Parcelforce
********19%

********11Hermes
********16%

********9DHL
********13%

********7TNT Express
********11%

********6FedEx
********9%

********5UPS
********8%

********2APC
********2%

********1Interparcel
********2%

********1Pallet Lines
********2%

*********DX
*********%

*********Tuffnels
*********%

********6Other answers
********9%

NET: Provider other than
********44RM
********64%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1014298308370404471002579811385Unweighted total

442986352465496123112931342Weighted total

44**8634444146**122812441289Royal Mail
99%**100%98%95%94%**95%93%96%96%

aab

***--5***-*99DHL
*%**-%-%1%1%**-%1%1%1%

-**--4-**--55Hermes
-%**-%-%1%-%**-%-%*%*%

-**-*--**--22Pitney Bowes
-%**-%*%-%-%**-%-%*%*%

-**--****-*22DX
-%**-%-%*%*%**-%1%*%*%

-**---***-*22FedEx
-%**-%-%-%*%**-%*%*%*%

-**---****-11TNT Express
-%**-%-%-%*%**1%-%*%*%

-**--1-**--11APC
-%**-%-%*%-%**-%-%*%*%

***--1*****11Parcelforce
*%**-%-%*%1%**2%*%*%*%

aa

***-*-******1Postal Sort
*%**-%*%-%1%**1%1%*%*%

aaba

***-*-***-**1UK Mail
*%**-%*%-%*%**-%1%*%*%

a

-**-*--**--**Neo Post
-%**-%*%-%-%**-%-%*%*%

Whistl (Previously known
-**---****--*as TNT Post)
-%**-%-%-%*%**1%-%-%*%

a

-***6131***12627Other answers
-%***%2%3%3%**1%3%2%2%

44**8634444146**122812441289NET: RM Only
99%**100%98%95%94%**95%93%96%96%

aab

NET: Provider other than
1***8243**125053RM
1%***%2%5%6%**5%7%4%4%

bca
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
17218016986468851061579434146601141385Unweighted total

61736811409010912722211641190891561342Weighted total

597164109486104120213112**186831511289Royal Mail
96%98%95%96%95%95%94%96%96%**98%93%97%96%

bg

--19--3*-**24*9DHL
-%-%1%1%-%-%2%*%-%**1%5%*%1%

aefhjklm

---52---1**1--5Hermes
-%-%-%*%2%-%-%-%1%**1%-%-%*%

jklm

-*-2--2--**---2Pitney Bowes
-%1%-%*%-%-%1%-%-%**-%-%-%*%

j

*--1--1-***---2DX
1%-%-%*%-%-%1%-%*%**-%-%-%*%

1--1-1---**---2FedEx
1%-%-%*%-%1%-%-%-%**-%-%-%*%

j

*--1---1-**---1TNT Express
*%-%-%*%-%-%-%1%-%**-%-%-%*%

---1-1---**---1APC
-%-%-%*%-%1%-%-%-%**-%-%-%*%

j

--1*--**-**---1Parcelforce
-%-%1%*%-%-%*%*%-%**-%-%-%*%

j

1--------**---1Postal Sort
1%-%-%-%-%-%-%-%-%**-%-%-%*%

j

-*-*----***---1UK Mail
-%1%-%*%-%-%-%-%*%**-%-%-%*%

j

--*------**---*Neo Post
-%-%1%-%-%-%-%-%-%**-%-%-%*%

j

Whistl (Previously known
*--------**---*as TNT Post)
*%-%-%-%-%-%-%-%-%**-%-%-%*%

**22423272**12527Other answers
*%*%3%2%3%2%1%3%2%**1%2%3%2%

lmm

597164109486104120213112**186831511289NET: RM Only
96%98%95%96%95%95%94%96%96%**98%93%97%96%

bg

NET: Provider other than
2134655894**46553RM
4%2%5%4%5%5%6%4%4%**2%7%3%4%

ll
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
16212233811004617983328912034127591385Unweighted total
129121332110215821052833210931100471342Weighted total

1191170314975552101**318108**99461289Royal Mail
93%96%98%96%95%96%**96%100%**99%99%96%

baefghfh

*9-92-**5-**--9DHL
*%1%-%1%*%-%**1%-%**-%-%1%

abdegh

-5-521**1-**--5Hermes
-%*%-%*%*%1%***%-%**-%-%*%

-2-22***--**--2Pitney Bowes
-%*%-%*%*%*%**-%-%**-%-%*%

1*-22-**--**--2DX
1%*%-%*%*%-%**-%-%**-%-%*%

a

*1*21-**--**1-2FedEx
*%*%*%*%*%-%**-%-%**1%-%*%

-11*--**1-**--1TNT Express
-%*%*%*%-%-%***%-%**-%-%*%

-1-1--**1-**--1APC
-%*%-%*%-%-%***%-%**-%-%*%

-1*11-**--***-1Parcelforce
-%*%*%*%*%-%**-%-%***%-%*%

-1*11-**--***-1Postal Sort
-%*%*%*%*%-%**-%-%***%-%*%

-1-1--******--1UK Mail
-%*%-%*%-%-%***%*%**-%-%*%

-**-*-**--**--*Neo Post
-%*%*%-%*%-%**-%-%**-%-%*%

Whistl (Previously known
-*-*--***-**--*as TNT Post)
-%*%-%*%-%-%***%-%**-%-%*%

719522192**5-***127Other answers
6%2%2%2%3%2%**1%-%***%1%2%

ad

1191170314975552101**318108**99461289NET: RM Only
93%96%98%96%95%96%**96%100%**99%99%96%

baefghfh

NET: Provider other than
943746304**14***1153RM
7%4%2%4%5%4%**4%*%**1%1%4%

abbddbdd
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3502158045013351385Unweighted total
3102098036912731342Weighted total

301206763**12271289Royal Mail
97%99%95%**96%96%

ab

2-7**99DHL
1%-%1%**1%1%

21-**55Hermes
1%1%-%***%*%

aa

--2**22Pitney Bowes
-%-%*%***%*%

*-1**22DX
*%-%*%***%*%

-*1**22FedEx
-%*%*%***%*%

--1**11TNT Express
-%-%*%***%*%

1--**-1APC
*%-%-%**-%*%

a

*-1**11Parcelforce
*%-%*%***%*%

**1**11Postal Sort
*%*%*%***%*%

*-***11UK Mail
*%-%*%***%*%

-*-****Neo Post
-%*%-%***%*%

Whistl (Previously known
-*-****as TNT Post)
-%*%-%***%*%

3*24**2227Other answers
1%*%3%**2%2%

bca

301206763**12271289NET: RM Only
97%99%95%**96%96%

ab

NET: Provider other than
9240**4653RM
3%1%5%**4%4%

ba
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2837233799381347-11432924511021385Unweighted total
2026834583211321-*21*1818111401342Weighted total

193663434****1269************17210961289Royal Mail
96%97%95%****96%************95%96%96%

154****9************199DHL
*%1%1%****1%*************%1%1%

32-****5************325Hermes
1%*%-%*****%************1%*%*%

aai

*2-****2*************22Pitney Bowes
*%*%-%*****%*************%*%*%

11-****2*************12DX
*%*%-%*****%*************%*%*%

1-1****2************112FedEx
*%-%*%*****%*************%*%*%

-1-****1************-11TNT Express
-%*%-%*****%************-%*%*%

-1-****1************-11APC
-%*%-%*****%************-%*%*%

*-1****1*************11Parcelforce
*%-%*%*****%*************%*%*%

*1-****1*************11Postal Sort
*%*%-%*****%*************%*%*%

**-****1**************1UK Mail
*%*%-%*****%*************%*%*%

*--******************-*Neo Post
*%-%-%*****%*************%-%*%

Whistl (Previously known
*--******************-*as TNT Post)
*%-%-%*****%*************%-%*%

3618****27************32427Other answers
1%1%4%****2%************1%2%2%

bc

193663434****1269************17210961289NET: RM Only
96%97%95%****96%************95%96%96%

NET: Provider other than
92024****52************84453RM
4%3%5%****4%************5%4%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1751734731248945399544138585312461385Unweighted total
265516501258875334498134276811931342Weighted total

**********491207852326484128973511521289Royal Mail
**********98%96%97%98%97%96%96%97%96%

**********-95259749DHL
**********-%1%1%1%1%1%1%*%1%

**********-51235415Hermes
**********-%*%*%1%1%*%*%*%*%

a

**********-22*-2222Pitney Bowes
**********-%*%*%*%-%*%*%*%*%

***********12*12222DX
**********1%*%*%*%*%*%*%*%*%

a

**********-2*-12*22FedEx
**********-%*%*%-%*%*%*%*%*%

**********-11-*11*1TNT Express
**********-%*%*%-%*%*%*%*%*%

**********-111-1111APC
**********-%*%*%*%-%*%*%*%*%

**********-11*111*1Parcelforce
**********-%*%*%*%*%*%*%*%*%

***********11**1*11Postal Sort
***********%*%*%*%*%*%*%*%*%

**********-11-*11-1UK Mail
**********-%*%*%-%*%*%*%-%*%

**********-----*-**Neo Post
**********-%-%-%-%-%*%-%*%*%

a

Whistl (Previously known
**********-***-**-*as TNT Post)
**********-%*%*%*%-%*%*%-%*%

***********2671327132627Other answers
**********1%2%1%*%1%2%2%2%2%

defedef

**********491207852326484128973511521289NET: RM Only
**********98%96%97%98%97%96%96%97%96%

NET: Provider other than
**********1512481353334153RM
**********2%4%3%2%3%4%4%3%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894254-22-585271385Unweighted total
51433044084822-1*-274871342Weighted total

**136299393456**************4741289Royal Mail
**95%98%96%95%**************97%96%

ad

**--37**************59DHL
**-%-%1%1%**************1%1%

c

**-121**************35Hermes
**-%*%1%*%**************1%*%

**-2--**************-2Pitney Bowes
**-%1%-%-%**************-%*%

**2---***************2DX
**1%-%-%-%***************%*%

abc

**-*1***************12FedEx
**-%*%*%*%***************%*%

**-1-****************1TNT Express
**-%*%-%*%***************%*%

**--1-**************-1APC
**-%-%*%-%**************-%*%

***--1**************11Parcelforce
***%-%-%*%***************%*%

**1**-***************1Postal Sort
**1%*%*%-%***************%*%

**1---***************1UK Mail
***%-%-%-%***************%*%

***---**************-*Neo Post
***%-%-%-%**************-%*%

Whistl (Previously known
***---**************-*as TNT Post)
***%-%-%-%**************-%*%

**3-717**************327Other answers
**2%-%2%3%**************1%2%

ccc

**136299393456**************4741289NET: RM Only
**95%98%96%95%**************97%96%

ad

NET: Provider other than
**751526**************1353RM
**5%2%4%5%**************3%4%

cc
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
6013251411244249192766611301162311385Unweighted total
5312891281214208122774471231112131342Weighted total

-1289751214203**269**451221082051289Royal Mail
-%100%59%100%98%**97%**96%99%97%97%96%

bb

9-9-2**3**--239DHL
18%-%7%-%1%**1%**-%-%2%1%1%

aa

5-5-1**1**1--15Hermes
9%-%4%-%1%***%**3%-%-%1%*%

aa

2-2--**-**----2Pitney Bowes
4%-%2%-%-%**-%**-%-%-%-%*%

aa

2-2-1**-**-**-2DX
4%-%1%-%*%**-%**-%*%*%-%*%

aa

2-2--*****-1--2FedEx
3%-%1%-%-%***%**-%*%-%-%*%

aa

1-1-***-**---*1TNT Express
3%-%1%-%*%**-%**-%-%-%*%*%

aa

1-1--**-**----1APC
2%-%1%-%-%**-%**-%-%-%-%*%

aa

1-1-1**-***-*11Parcelforce
2%-%1%-%*%**-%***%-%*%*%*%

aa

1-1-******---*1Postal Sort
2%-%1%-%*%***%**-%-%-%*%*%

aa

1-1--******---1UK Mail
1%-%1%-%-%***%***%-%-%-%*%

aa

*-*--**-**----*Neo Post
1%-%*%-%-%**-%**-%-%-%-%*%

aa

Whistl (Previously known
*-*--**-**----*as TNT Post)
*%-%*%-%-%**-%**-%-%-%-%*%

27-27-***3****1227Other answers
51%-%21%-%*%**1%***%*%1%1%2%

aa
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
6013251411244249192766611301162311385Unweighted total
5312891281214208122774471231112131342Weighted total

-1289751214203**269**451221082051289NET: RM Only
-%100%59%100%98%**97%**96%99%97%97%96%

bb

NET: Provider other than
53-53-5**8**213753RM

100%-%41%-%2%**3%**4%1%3%3%4%

aa
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041814539922204126471385Unweighted total
*123113241013636218191118451342Weighted total

**1191098394122362**189117**1289Royal Mail
**96%97%96%90%100%**99%99%**96%

b

**2425-******9DHL
**2%*%1%4%-%***%*%**1%

ba

**-113-**--**5Hermes
**-%*%*%2%-%**-%-%***%

a

**-2---**--**2Pitney Bowes
**-%*%-%-%-%**-%-%***%

***2*1-**11**2DX
***%*%*%*%-%**1%1%***%

**1*21-**-***2FedEx
***%*%*%*%-%**-%*%***%

bb

***-**-**--**1TNT Express
***%-%*%*%-%**-%-%***%

**-1---**--**1APC
**-%*%-%-%-%**-%-%***%

*****1-**--**1Parcelforce
***%*%*%1%-%**-%-%***%

**11*****--**1Postal Sort
***%*%*%*%*%**-%-%***%

**---*-**--**1UK Mail
**-%-%-%*%-%**-%-%***%

**-----**--***Neo Post
**-%-%-%-%-%**-%-%***%

Whistl (Previously known
**-----**--***as TNT Post)
**-%-%-%-%-%**-%-%***%

***22103-**1-**27Other answers
***%2%2%2%-%**1%-%**2%

a

**1191098394122362**189117**1289NET: RM Only
**96%97%96%90%100%**99%99%**96%

b

NET: Provider other than
**4341613***31**53RM
**4%3%4%10%*%**1%1%**4%

a
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414478111188112938237311477683511385Unweighted total
2677810124007311132*107346351*1126963361342Weighted total

**77310084007231126**102337340**1006703161289Royal Mail
**99%100%100%99%100%**96%97%97%**89%96%94%96%

c

**-*-****355**7559DHL
**-%*%-%*%*%**3%1%1%**7%1%1%1%

ab

**-2-2-**-31**-445Hermes
**-%*%-%*%-%**-%1%*%**-%1%1%*%

**2--22**---**-2-2Pitney Bowes
***%-%-%*%*%**-%-%-%**-%*%-%*%

**21*22********2*2DX
***%*%*%*%*%***%*%*%***%*%*%*%

****--***1-1***-*2FedEx
***%*%-%-%*%***%-%*%***%-%*%*%

**-----***-****-11TNT Express
**-%-%-%-%-%***%-%*%***%-%*%*%

**-----**---**-1-1APC
**-%-%-%-%-%**-%-%-%**-%*%-%*%

**-----****1****11Parcelforce
**-%-%-%-%-%***%*%*%***%*%*%*%

*****************1Postal Sort
***%*%*%*%*%***%*%*%***%*%*%*%

***--*-**-****-1*1UK Mail
***%-%-%*%-%**-%*%*%**-%*%*%*%

**-----**---**---*Neo Post
**-%-%-%-%-%**-%-%-%**-%-%-%*%

Whistl (Previously known
**-----**---******as TNT Post)
**-%-%-%-%-%**-%-%-%***%*%*%*%

****-12***13**411827Other answers
***%*%-%*%*%***%*%1%**3%2%2%2%

**77310084007231126**102337340**1006703161289NET: RM Only
**99%100%100%99%100%**96%97%97%**89%96%94%96%

c

NET: Provider other than
**54*86**5911**12262053RM
**1%*%*%1%*%**4%3%3%**11%4%6%4%

b
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
321213383998353582462193261385Unweighted total
523173175595842572271782871342Weighted total

********75095341562261782861289Royal Mail
********99%99%99%99%100%100%100%96%

********-*-----9DHL
********-%*%-%-%-%-%-%1%

********-2-----5Hermes
********-%*%-%-%-%-%-%*%

********2------2Pitney Bowes
*********%-%-%-%-%-%-%*%

********21*****2DX
*********%*%1%1%*%*%*%*%

**********-----2FedEx
*********%*%-%-%-%-%-%*%

********-------1TNT Express
********-%-%-%-%-%-%-%*%

********-------1APC
********-%-%-%-%-%-%-%*%

********-------1Parcelforce
********-%-%-%-%-%-%-%*%

**********--*-*1Postal Sort
*********%*%-%-%*%-%*%*%

*********------1UK Mail
*********%-%-%-%-%-%-%*%

********-------*Neo Post
********-%-%-%-%-%-%-%*%

Whistl (Previously known
********-*-----*as TNT Post)
********-%*%-%-%-%-%-%*%

*********2-----27Other answers
*********%*%-%-%-%-%-%2%

********75095341562261782861289NET: RM Only
********99%99%99%99%100%100%100%96%

NET: Provider other than
********45*****53RM
********1%1%1%1%*%*%*%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115316732115433631323843136311591362119613541385Unweighted total
110017244108623061283808131210791315110713061342Weighted total

1094169**1081**2931232772126410331262106912531289Royal Mail
99%99%**100%**96%96%96%96%96%96%97%96%96%

b

*-*****599979599DHL
*%-%***%**2%1%1%1%1%1%*%1%1%

2-**2**-52455455Hermes
*%-%***%**-%*%*%*%*%*%*%*%*%

2-**-**222222222Pitney Bowes
*%-%**-%**1%*%*%*%*%*%*%*%*%

11**1***21212222DX
*%1%***%***%*%*%*%*%*%*%*%*%

ba

*-*****122122122FedEx
*%-%***%***%*%*%*%*%*%*%*%*%

--**-***11111111TNT Express
-%-%**-%***%*%*%*%*%*%*%*%*%

--**-**-1-111111APC
-%-%**-%**-%*%-%*%*%*%*%*%*%

--**-***11111111Parcelforce
-%-%**-%***%*%*%*%*%*%*%*%*%

********11111111Postal Sort
*%*%***%***%*%*%*%*%*%*%*%*%

*-******11111111UK Mail
*%-%***%***%*%*%*%*%*%*%*%*%

--**-**-***-****Neo Post
-%-%**-%**-%*%*%*%-%*%*%*%*%

Whistl (Previously known
*-**************as TNT Post)
*%-%***%***%*%*%*%*%*%*%*%*%

*1*****52516252427192727Other answers
*%1%***%**2%2%2%2%2%2%2%2%2%

b

1094169**1081**2931232772126410331262106912531289NET: RM Only
99%99%**100%**96%96%96%96%96%96%97%96%96%

b

NET: Provider other than
63**4**135136484653385353RM
1%1%***%**4%4%4%4%4%4%3%4%4%

a
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
60777811715914425297315622660122361385Unweighted total
59374911525712926094613121560152331342Weighted total

57071911105512324791712017250**1871289Royal Mail
96%96%96%95%95%95%97%92%80%84%**80%96%

a

37423-5572**99DHL
*%1%*%4%2%-%1%4%3%4%**4%1%

ccbc

132-3-1431**55Hermes
*%*%*%-%2%-%*%3%2%2%**2%*%

cbc

-22--2-*2-***2Pitney Bowes
-%*%*%-%-%1%-%*%1%-%***%*%

b

112--*1*-2**-2DX
*%*%*%-%-%*%*%*%-%3%**-%*%

b

111-*11-1***22FedEx
*%*%*%-%*%1%*%-%1%1%**1%*%

*11---1-1-**11TNT Express
*%*%*%-%-%-%*%-%1%-%**1%*%

1-1---1-1-**11APC
*%-%*%-%-%-%*%-%1%-%**1%*%

1*1-*-1*1-**11Parcelforce
*%*%*%-%*%-%*%*%*%-%***%*%

*11**1**1***11Postal Sort
*%*%*%*%*%*%*%*%*%*%***%*%

**-**--11-**11UK Mail
*%*%-%1%*%-%-%1%*%-%***%*%

cb

*-*---*-*-****Neo Post
*%-%*%-%-%-%*%-%*%-%***%*%

Whistl (Previously known
*---*--**-****as TNT Post)
*%-%-%-%*%-%-%*%*%-%***%*%

151226*-8171234**2427Other answers
2%2%2%*%-%3%2%1%11%6%**10%2%

57071911105512324791712017250**1871289NET: RM Only
96%96%96%95%95%95%97%92%80%84%**80%96%

a

NET: Provider other than
233043371229114310**4653RM

4%4%4%5%5%5%3%8%20%16%**20%4%

b
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
85109137103851411191201351091091331385Unweighted total
71116141159908512214088121121881342Weighted total

70114134151827511813787120115861289Royal Mail
98%98%95%95%92%89%96%98%99%100%95%97%96%

ghghgghbghijbghijg

---32*-2-1-29DHL
-%-%-%2%2%*%-%2%-%*%-%2%1%

11--------2-5Hermes
2%1%-%-%-%-%-%-%-%-%2%-%*%

-------*--2-2Pitney Bowes
-%-%-%-%-%-%-%*%-%-%2%-%*%

-*1--------*2DX
-%*%1%-%-%-%-%-%-%-%-%*%*%

--2-----*---2FedEx
-%-%1%-%-%-%-%-%*%-%-%-%*%

--1-----*---1TNT Express
-%-%1%-%-%-%-%-%*%-%-%-%*%

--1---------1APC
-%-%1%-%-%-%-%-%-%-%-%-%*%

---1-*-----*1Parcelforce
-%-%-%*%-%*%-%-%-%-%-%*%*%

--*-***-*--*1Postal Sort
-%-%*%-%*%*%*%-%*%-%-%*%*%

-------**---1UK Mail
-%-%-%-%-%-%-%*%*%-%-%-%*%

--*---------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
--------*---*as TNT Post)
-%-%-%-%-%-%-%-%*%-%-%-%*%

--14594*--2*27Other answers
-%-%1%3%6%11%4%*%-%-%2%*%2%

acdejklcdekabcdefijkl

70114134151827511813787120115861289NET: RM Only
98%98%95%95%92%89%96%98%99%100%95%97%96%

ghghgghbghijbghijg

NET: Provider other than
128771053116353RM
2%2%5%5%8%11%4%2%1%*%5%3%4%

cdcdcdeklacdefklcd
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3313293743511385Unweighted total
3293343503291342Weighted total

3183093423201289Royal Mail
97%93%98%97%96%

ccc

-5239DHL
-%1%1%1%1%

d

3--25Hermes
1%-%-%1%*%

--*22Pitney Bowes
-%-%*%1%*%

2--*2DX
1%-%-%*%*%

2-*-2FedEx
1%-%*%-%*%

1-*-1TNT Express
*%-%*%-%*%

1---1APC
*%-%-%-%*%

-1-*1Parcelforce
-%*%-%*%*%

****1Postal Sort
*%*%*%*%*%

--1-1UK Mail
-%-%*%-%*%

*---*Neo Post
*%-%-%-%*%

Whistl (Previously known
--*-*as TNT Post)
-%-%*%-%*%

1195227Other answers
*%6%1%1%2%

abd

3183093423201289NET: RM Only
97%93%98%97%96%

ccc

NET: Provider other than
11258953RM

3%7%2%3%4%

abd
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
27828586076121648165241Unweighted total
1033174759226228237Weighted total

******21282******7880Royal Mail
******29%38%19%******34%34%

be

******1461******2728Parcelforce
******19%8%6%******12%12%

******415*******2323Hermes
******5%20%3%******10%10%

be

******671******2122DPD
******8%9%15%******9%9%

******481******1617TNT Express
******5%10%11%******7%7%

******441******1616UPS
******5%5%6%******7%7%

******11-1******1212DHL
******14%-%8%******5%5%

a

******32*******910APC
******4%2%5%******4%4%

******1--******55UK Mail
******2%-%-%******2%2%

******111******34FedEx
******1%2%9%******1%2%

aa

******-2-******33Yodel
******-%3%-%******1%1%

******-*********1DX
******-%1%5%*******%*%

aa

******-*-********Collect Plus
******-%1%-%*******%*%

******--*******-*Interparcel
******-%-%3%******-%*%

aa

******--*******-*Tuffnels
******-%-%2%******-%*%

a

******--*******-*Parcels to go
******-%-%1%******-%*%

******--*******-*Fastway Couriers
******-%-%1%******-%*%

******711******1516Other answers
******10%2%7%******7%7%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
27828586076121648165241Unweighted total
1033174759226228237Weighted total

******21282******7880NET: RM Only
******29%38%19%******34%34%

be

NET: Provider other than
******52478******150158RM
******71%62%81%******66%66%

aa
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gf*e*d*c*b*aSignificance Level: 95%
3130191611716233125624712241Unweighted total
101492052218304531830813237Weighted total

******69******************80Royal Mail
******34%******************34%

ll

******25******************28Parcelforce
******12%******************12%

******21******************23Hermes
******10%******************10%

******14******************22DPD
******7%******************9%

jfj

******16******************17TNT Express
******8%******************7%

******15******************16UPS
******8%******************7%

******11******************12DHL
******6%******************5%

******9******************10APC
******5%******************4%

******5******************5UK Mail
******2%******************2%

******3******************4FedEx
******1%******************2%

******3******************3Yodel
******2%******************1%

*************************1DX
*******%*******************%

j

******-*******************Collect Plus
******-%*******************%

**************************Interparcel
*******%*******************%

**************************Tuffnels
*******%*******************%

**************************Parcels to go
*******%*******************%

******-*******************Fastway Couriers
******-%*******************%

******13******************16Other answers
******6%******************7%

j

******69******************80NET: RM Only
******34%******************34%

ll
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gf*e*d*c*b*aSignificance Level: 95%
3130191611716233125624712241Unweighted total
101492052218304531830813237Weighted total

NET: Provider other than
******136******************158RM
******66%******************66%

jm
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
20221721694543110132556241Unweighted total
1322458180444211974486237Weighted total

**731862******44****14**80Royal Mail
**32%31%35%******37%****28%**34%

**28919******16****2**28Parcelforce
**12%16%10%******14%****5%**12%

**21419******15****4**23Hermes
**10%7%11%******13%****8%**10%

**22716******14****6**22DPD
**10%12%9%******11%****12%**9%

**1689***********5**17TNT Express
**7%14%5%*******%****10%**7%

aee

**16215******9****1**16UPS
**7%3%8%******8%****3%**7%

**12*12******6****6**12DHL
**6%*%7%******5%****12%**5%

bh

**837******7****2**10APC
**4%4%4%******6%****3%**4%

**5-5******1****2**5UK Mail
**2%-%3%******1%****4%**2%

**431******1****2**4FedEx
**2%5%1%******1%****3%**2%

a

**3-3******-****2**3Yodel
**2%-%2%******-%****4%**1%

e

**1-1******-*******1DX
***%-%1%******-%*****%***%

***-*******-****-***Collect Plus
***%-%*%******-%****-%***%

********************Interparcel
***%*%*%*******%*****%***%

***-*******-********Tuffnels
***%-%*%******-%*****%***%

**--*******-****-***Parcels to go
**-%-%*%******-%****-%***%

****-***********-***Fastway Couriers
***%*%-%*******%****-%***%

**15412******5****5**16Other answers
**7%7%6%******4%****10%**7%

e

**731862******44****14**80NET: RM Only
**32%31%35%******37%****28%**34%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
20221721694543110132556241Unweighted total
1322458180444211974486237Weighted total

NET: Provider other than
**15140118******75****35**158RM
**68%69%65%******63%****72%**66%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 29  (continuation)                                                                                                                                                    Page 596

QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
10142944237241Unweighted total
10242895232237Weighted total

43**17**7580Royal Mail
42%**19%**32%34%

aa

12**13**2728Parcelforce
12%**15%**12%12%

7**10**2323Hermes
7%**11%**10%10%

13**5**2222DPD
13%**5%**9%9%

***14**1717TNT Express
*%**16%**7%7%

cc

6**6**1616UPS
5%**7%**7%7%

6**6**1212DHL
6%**7%**5%5%

4**5**1010APC
4%**6%**4%4%

1**3**55UK Mail
1%**4%**2%2%

2**2**44FedEx
2%**2%**2%2%

2**1**33Yodel
2%**2%**1%1%

1*****11DX
1%***%***%*%

-**-****Collect Plus
-%**-%***%*%

-*******Interparcel
-%***%***%*%

-*******Tuffnels
-%***%***%*%

***-****Parcels to go
*%**-%***%*%

-*******Fastway Couriers
-%***%***%*%

5**7**1616Other answers
5%**8%**7%7%

43**17**7580NET: RM Only
42%**19%**32%34%

aa

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 29  (continuation)                                                                                                                                                    Page 597

QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
10142944237241Unweighted total
10242895232237Weighted total

NET: Provider other than
59**73**157158RM
58%**81%**68%66%

bc
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*kji*h*g*f*e*d*cbaSignificance Level: 95%
1279519932209--1532395114241Unweighted total
1139826320217--*3*1793124237Weighted total

3534******68************234580Royal Mail
31%35%******31%************24%36%34%

abi

1113******28************111728Parcelforce
10%13%******13%************12%13%12%

j

712******23************61723Hermes
6%13%******11%************7%14%10%

j

1012******22************91322DPD
9%12%******10%************10%10%9%

106******17************10717TNT Express
9%7%******8%************10%6%7%

132******15************11416UPS
11%3%******7%************12%3%7%

ba

83******11************7412DHL
7%3%******5%************8%3%5%

91******7************6110APC
8%1%******3%************6%1%4%

baia

5-******3************3-5UK Mail
4%-%******2%************4%-%2%

baa

12******4************134FedEx
1%2%******2%************1%2%2%

-3******3************-33Yodel
-%3%******2%************-%3%1%

c

1-********************-1DX
1%-%*******%************1%-%*%

-********************-**Collect Plus
-%*%*******%************-%*%*%

-********************-**Interparcel
-%*%*******%************-%*%*%

*-********************-*Tuffnels
*%-%*******%*************%-%*%

-********************-**Parcels to go
-%*%*******%************-%*%*%

-********************-**Fastway Couriers
-%*%*******%************-%*%*%

67******14************5916Other answers
6%7%******7%************5%8%7%

3534******68************234580NET: RM Only
31%35%******31%************24%36%34%

abi
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*kji*h*g*f*e*d*cbaSignificance Level: 95%
1279519932209--1532395114241Unweighted total
1139826320217--*3*1793124237Weighted total

NET: Provider other than
7963******149************7079158RM
69%65%******69%************76%64%66%

jjj
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21171015219173241173131147241Unweighted total
-2**1715318259237163120133237Weighted total

************4148228045402880Royal Mail
************27%26%37%34%28%34%21%34%

aaa

************202772822162128Parcelforce
************13%15%13%12%14%14%16%12%

************231912323201623Hermes
************15%11%1%10%14%17%12%10%

eeeee

************15186221591322DPD
************10%10%10%9%9%8%10%9%

************151381717101717TNT Express
************10%7%14%7%10%9%13%7%

************10122161051016UPS
************6%6%4%7%6%5%7%7%

************81211285812DHL
************5%7%2%5%5%4%6%5%

************5921064310APC
************3%5%3%4%3%4%2%4%

************15351-15UK Mail
************1%3%5%2%1%-%1%2%

b

************43244144FedEx
************2%2%3%2%2%1%3%2%

************33-33233Yodel
************2%2%-%1%2%2%3%1%

*************1111111DX
*************%1%1%*%1%1%1%*%

******************-*Collect Plus
*************%*%1%*%*%*%-%*%

********************Interparcel
*************%*%*%*%*%*%*%*%

************-*-**-**Tuffnels
************-%*%-%*%*%-%*%*%

********************Parcels to go
*************%*%*%*%*%*%*%*%

**************-**-**Fastway Couriers
*************%*%-%*%*%-%*%*%

************71151674616Other answers
************4%6%8%7%4%4%5%7%

************4148228045402880NET: RM Only
************27%26%37%34%28%34%21%34%

aaa
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21171015219173241173131147241Unweighted total
-2**1715318259237163120133237Weighted total

NET: Provider other than
************1121343715811879105158RM
************73%74%63%66%72%66%79%66%

bde
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-424247425-14-38225241Unweighted total
-233852503-12-26227237Weighted total

************************7580Royal Mail
************************33%34%

************************2628Parcelforce
************************11%12%

aaa

************************2323Hermes
************************10%10%

************************2222DPD
************************10%9%

a

************************1717TNT Express
************************7%7%

d

************************1416UPS
************************6%7%

************************1212DHL
************************5%5%

************************1010APC
************************4%4%

************************55UK Mail
************************2%2%

************************44FedEx
************************2%2%

************************33Yodel
************************1%1%

*************************1DX
*************************%*%

**************************Collect Plus
*************************%*%

**************************Interparcel
*************************%*%

************************-*Tuffnels
************************-%*%

**************************Parcels to go
*************************%*%

**************************Fastway Couriers
*************************%*%

************************1616Other answers
************************7%7%

************************7580NET: RM Only
************************33%34%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-424247425-14-38225241Unweighted total
-233852503-12-26227237Weighted total

NET: Provider other than
************************152158RM
************************67%66%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
5168111130568177945773971241Unweighted total
1162100137444189842783872237Weighted total

**4537620**60****21**2480Royal Mail
**28%3%56%44%**32%****27%**34%34%

b

**2211177**18****9**1228Parcelforce
**14%11%12%16%**10%****11%**16%12%

**2314105**18****6**1023Hermes
**14%14%7%10%**10%****8%**14%10%

**159131**22****14**322DPD
**9%9%10%2%**11%****19%**4%9%

cab

**171075**12****8**417TNT Express
**10%10%5%11%**6%****11%**5%7%

dd

**101244**12****1**816UPS
**6%12%3%9%**7%****1%**11%7%

abcbc

**8111***12****7**212DHL
**5%11%1%*%**7%****9%**3%5%

a

**610****10****3**110APC
**3%10%*%*%**5%****4%**2%4%

a

**15--**5****-**-5UK Mail
**1%5%-%-%**2%****-%**-%2%

aacc

**4312**2****3***4FedEx
**2%3%1%4%**1%****3%***%2%

**321-**3****2**13Yodel
**2%2%1%-%**2%****3%**2%1%

***1-1**********-1DX
***%1%-%2%***%*****%**-%*%

****--**********-*Collect Plus
***%*%-%-%***%****1%**-%*%

*****-*******-**-*Interparcel
***%*%*%-%***%****-%**-%*%

***-*-*******-**-*Tuffnels
***%-%*%-%***%****-%**-%*%

***-*-*******-****Parcels to go
***%-%*%-%***%****-%***%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 29  (continuation)                                                                                                                                                    Page 605

QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
5168111130568177945773971241Unweighted total
1162100137444189842783872237Weighted total

****--**********-*Fastway Couriers
***%*%-%-%***%*****%**-%*%

**7971**15****3**716Other answers
**4%9%5%1%**8%****4%**10%7%

d

**4537620**60****21**2480NET: RM Only
**28%3%56%44%**32%****27%**34%34%

b

NET: Provider other than
**117976125**129****57**48158RM
**72%97%44%56%**68%****73%**66%66%

a
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
13513866171701316016873241Unweighted total
*2812667164741015315880237Weighted total

****28101663**44-8080Royal Mail
****22%15%10%86%**29%-%100%34%

bb

****2113244**2028-28Parcelforce
****17%20%15%5%**13%18%-%12%

aa

****16423-**2323-23Hermes
****13%7%14%-%**15%15%-%10%

aa

****1210193**1522-22DPD
****10%15%12%5%**10%14%-%9%

a

****171017***1517-17TNT Express
****13%15%10%*%**10%11%-%7%

aa

****6916-**916-16UPS
****4%14%10%-%**6%10%-%7%

bbaa

****8512-**612-12DHL
****7%8%8%-%**4%8%-%5%

aa

****3-91**610-10APC
****2%-%5%2%**4%6%-%4%

a

****1-5-**15-5UK Mail
****1%-%3%-%**1%3%-%2%

****224-**24-4FedEx
****2%2%2%-%**2%2%-%2%

****3-3-**33-3Yodel
****3%-%2%-%**2%2%-%1%

****111-***1-1DX
****1%1%1%-%***%1%-%*%

****--*-****-*Collect Plus
****-%-%*%-%***%*%-%*%

*****-*-****-*Interparcel
*****%-%*%-%***%*%-%*%

*****-*-****-*Tuffnels
*****%-%*%-%***%*%-%*%

*****-*-****-*Parcels to go
*****%-%*%-%***%*%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 29  (continuation)                                                                                                                                                    Page 607

QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
13513866171701316016873241Unweighted total
*2812667164741015315880237Weighted total

*****-*-****-*Fastway Couriers
*****%-%*%-%***%*%-%*%

****63142**716-16Other answers
****5%4%8%3%**4%10%-%7%

a

****28101663**44-8080NET: RM Only
****22%15%10%86%**29%-%100%34%

bb

NET: Provider other than
****985714710**109158-158RM
****78%85%90%14%**71%100%-%66%

aa
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1011412815112714518014219213911262241Unweighted total
12103121146117133*67145197*3210360237Weighted total

**3630773828**225260****331780Royal Mail
**35%25%53%33%21%**32%36%31%****32%28%34%

aba

**1718161621**72224****161028Parcelforce
**17%15%11%14%16%**10%15%12%****15%16%12%

**161682016**-1521****18923Hermes
**16%13%5%17%12%**-%11%11%****17%15%10%

cccc

**6814913**91519****9122DPD
**6%7%10%8%10%**13%10%10%****9%2%9%

**91661017**4913****9517TNT Express
**9%14%4%9%13%**5%6%7%****9%8%7%

c

**5108510**6514****4516UPS
**5%8%5%5%7%**9%3%7%****3%9%7%

**47358**6912****5212DHL
**4%6%2%4%6%**8%6%6%****5%4%5%

**24243**359****2310APC
**2%4%1%4%2%**4%3%4%****2%4%4%

**111-1**-15****--5UK Mail
**1%1%1%-%1%**-%1%2%****-%-%2%

**13*14**212****1*4FedEx
**1%3%*%1%3%**3%1%1%****1%1%2%

**11123**211****223Yodel
**1%1%1%2%3%**3%1%1%****2%3%1%

**11111**1*1****111DX
**1%1%*%1%1%**1%*%*%****1%1%*%

**-*-*-**--*****-**Collect Plus
**-%*%-%*%-%**-%-%*%****-%1%*%

*********-*******-*Interparcel
***%*%*%*%*%**-%*%*%*****%-%*%

***-*-***--*****--*Tuffnels
***%-%*%-%*%**-%-%*%****-%-%*%

***--****--******-*Parcels to go
***%-%-%*%*%**-%-%*%*****%-%*%

****--*****-****--*Fastway Couriers
***%*%-%-%*%***%*%-%****-%-%*%

**251046**81015****4416Other answers
**2%4%7%4%5%**12%7%8%****4%7%7%

**3630773828**225260****331780NET: RM Only
**35%25%53%33%21%**32%36%31%****32%28%34%

aba
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1011412815112714518014219213911262241Unweighted total
12103121146117133*67145197*3210360237Weighted total

NET: Provider other than
**67916979104**4692136****7043158RM
**65%75%47%67%79%**68%64%69%****68%72%66%

cbc
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
316361051191927947189241Unweighted total
42027901121529946481237Weighted total

********3128****52334580Royal Mail
********34%25%****56%52%56%34%

********1716****135628Parcelforce
********19%14%****14%8%7%12%

********1214****54423Hermes
********13%12%****6%7%5%10%

********711****68722DPD
********7%10%****7%12%9%9%

********916****63417TNT Express
********11%15%****6%5%5%7%

********25****6*216UPS
********2%5%****6%1%2%7%

********47****11312DHL
********4%6%****1%2%4%5%

********22*******10APC
********2%2%*****%1%*%4%

********11****-1-5UK Mail
********2%1%****-%2%-%2%

********12*******4FedEx
********1%2%*****%*%*%2%

********13****-113Yodel
********2%3%****-%2%2%1%

********11****1111DX
********1%1%****1%1%1%*%

********--****---*Collect Plus
********-%-%****-%-%-%*%

******************Interparcel
*********%*%*****%*%*%*%

*********-*****-**Tuffnels
*********%-%*****%-%*%*%

*********-****---*Parcels to go
*********%-%****-%-%-%*%

**************---*Fastway Couriers
*********%*%****-%-%-%*%

********24****34716Other answers
********2%4%****3%6%8%7%

********3128****52334580NET: RM Only
********34%25%****56%52%56%34%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
316361051191927947189241Unweighted total
42027901121529946481237Weighted total

NET: Provider other than
********5984****413035158RM
********66%75%****44%48%44%66%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
184487197-109228179237221235209231241Unweighted total
1745511189-101223176232211228204224237Weighted total

57****67**317355766876657380Royal Mail
33%****36%**31%33%31%33%32%33%32%32%34%

23****26**122822282828272828Parcelforce
13%****14%**12%12%12%12%13%12%13%12%12%

17****20**122017232023202323Hermes
10%****11%**12%9%10%10%10%10%10%10%10%

18****19**112216222122222222DPD
10%****10%**11%10%9%10%10%10%11%10%9%

15****17**41615171317171717TNT Express
9%****9%**4%7%9%7%6%7%8%7%7%

6****3**11121314121391316UPS
3%****2%**11%6%7%6%6%6%5%6%7%

b

10****8**81210121210101012DHL
6%****4%**8%6%6%5%6%5%5%5%5%

7****7**21051081071010APC
4%****4%**2%4%3%4%4%4%4%4%4%

3****3**153555555UK Mail
2%****1%**1%2%2%2%2%2%2%2%2%

4****4**243444444FedEx
2%****2%**2%2%2%2%2%2%2%2%2%

-****-**233333333Yodel
-%****-%**2%2%2%1%2%1%2%2%1%

b

1****1**111111111DX
*%*****%**1%*%1%*%*%*%*%*%*%

*****************Collect Plus
*%*****%***%*%*%*%*%*%*%*%*%

********-********Interparcel
*%*****%**-%*%*%*%*%*%*%*%*%

*****************Tuffnels
*%*****%***%*%*%*%*%*%*%*%*%

********-********Parcels to go
*%*****%**-%*%*%*%*%*%*%*%*%

*****************Fastway Couriers
*%*****%***%*%*%*%*%*%*%*%*%

12****14**41611161416141616Other answers
7%****8%**4%7%6%7%7%7%7%7%7%

57****67**317355766876657380NET: RM Only
33%****36%**31%33%31%33%32%33%32%32%34%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
184487197-109228179237221235209231241Unweighted total
1745511189-101223176232211228204224237Weighted total

NET: Provider other than
117****121**70150122155143152139152158RM

67%****64%**69%67%69%67%68%67%68%68%66%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
120121121298938138631875410199241Unweighted total
122115112368938132641875010205237Weighted total

453434**36**3925719**7180Royal Mail
37%30%31%**41%**30%40%38%17%**35%34%

a

82014**11**13101711**2328Parcelforce
7%17%13%**12%**10%15%9%22%**11%12%

bb

101411**7**1271211**1423Hermes
8%12%9%**7%**9%10%7%22%**7%10%

b

16613**7**164149**2122DPD
13%6%12%**8%**12%6%7%18%**10%9%

ab

51213**2**122124**1317TNT Express
4%10%11%**2%**9%3%7%9%**6%7%

a

888**6**10516***1616UPS
7%7%7%**7%**8%7%9%1%**8%7%

a

761**9**92103**1212DHL
5%5%1%**10%**6%4%5%5%**6%5%

c

734**3**4491**810APC
6%3%4%**4%**3%7%5%3%**4%4%

323**1**315-**55UK Mail
2%2%3%**1%**2%2%2%-%**2%2%

3*2**2**4*4***34FedEx
3%*%2%**2%**3%*%2%*%**2%2%

21-**1**3-3-**33Yodel
2%1%-%**2%**3%-%2%-%**2%1%

1*1**-*****1***1DX
1%*%1%**-%***%1%*%1%***%*%

-****-**-**-****Collect Plus
-%*%*%**-%**-%1%*%-%***%*%

*********-*-****Interparcel
*%*%*%***%***%-%*%-%***%*%

*-***-***-*-****Tuffnels
*%-%*%**-%***%-%*%-%***%*%

*-***-***-*-****Parcels to go
*%-%*%**-%***%-%*%-%***%*%

-*-*****--*-****Fastway Couriers
-%*%-%***%**-%-%*%-%***%*%

887**6**7415***1616Other answers
6%7%6%**6%**5%7%8%1%**8%7%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
120121121298938138631875410199241Unweighted total
122115112368938132641875010205237Weighted total

453434**36**3925719**7180NET: RM Only
37%30%31%**41%**30%40%38%17%**35%34%

a

NET: Provider other than
778178**53**933911641**134158RM
63%70%69%**59%**70%60%62%83%**65%66%

b
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
152722211920221726201715241Unweighted total
122926301710272014241512237Weighted total

************************80Royal Mail
************************34%

************************28Parcelforce
************************12%

************************23Hermes
************************10%

************************22DPD
************************9%

************************17TNT Express
************************7%

************************16UPS
************************7%

************************12DHL
************************5%

************************10APC
************************4%

************************5UK Mail
************************2%

************************4FedEx
************************2%

************************3Yodel
************************1%

************************1DX
*************************%

*************************Collect Plus
*************************%

*************************Interparcel
*************************%

*************************Tuffnels
*************************%

*************************Parcels to go
*************************%

*************************Fastway Couriers
*************************%

************************16Other answers
************************7%

************************80NET: RM Only
************************34%

NET: Provider other than
************************158RM
************************66%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
64606552241Unweighted total
68576151237Weighted total

2322211380Royal Mail
34%39%35%25%34%

5512628Parcelforce
8%9%19%11%12%

1751023Hermes
2%13%8%19%10%

dd

473922DPD
6%13%4%17%9%

b

345517TNT Express
5%7%8%9%7%

525416UPS
8%4%8%8%7%

352212DHL
4%9%4%4%5%

9*1*10APC
13%*%1%*%4%

abc

3-2-5UK Mail
4%-%3%-%2%

21*14FedEx
4%1%*%1%2%

1-2-3Yodel
2%-%3%-%1%

****1DX
1%*%*%*%*%

*---*Collect Plus
1%-%-%-%*%

-**-*Interparcel
-%*%*%-%*%

-*--*Tuffnels
-%*%-%-%*%

---**Parcels to go
-%-%-%*%*%

-*--*Fastway Couriers
-%*%-%-%*%

833216Other answers
11%5%5%4%7%

2322211380NET: RM Only
34%39%35%25%34%

NET: Provider other than
45354038158RM
66%61%65%75%66%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
27722505683141752143226Unweighted total
10119597810226199209Weighted total

********699****5182191Royal Mail
********88%88%****86%92%92%

********2******44DHL
********3%1%****2%2%2%

********3-****-44Parcelforce
********3%-%****-%2%2%

********2-****-22Hermes
********3%-%****-%1%1%

********-*****-22TNT Express
********-%1%****-%1%1%

********--****-22Pitney Bowes
********-%-%****-%1%1%

********1******11FedEx
********2%2%****3%1%1%

****************1DX
********1%2%****3%*%*%

********--****-**UK Mail
********-%-%****-%*%*%

*********-****-**UPS
********1%-%****-%*%*%

********-*****--*Postal Sort
********-%1%****-%-%*%

Whistl (Previously known
********-*****--*as TNT Post)
********-%1%****-%-%*%

********-******-*Other answers
********-%4%****7%-%*%

aa

********699****5182191NET: RM Only
********88%88%****86%92%92%

NET: Provider other than
********91****11618RM
********12%12%****14%8%8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2437181472312172122327814226Unweighted total

71451832817182931433914209Weighted total

******167******************191Royal Mail
******91%******************92%

******4******************4DHL
******2%******************2%

******4******************4Parcelforce
******2%******************2%

******2******************2Hermes
******1%******************1%

******2******************2TNT Express
******1%******************1%

******2******************2Pitney Bowes
******1%******************1%

******1******************1FedEx
******1%******************1%

*************************1DX
*******%*******************%

******-*******************UK Mail
******-%*******************%

j

******-*******************UPS
******-%*******************%

j

******-*******************Postal Sort
******-%*******************%

Whistl (Previously known
******-*******************as TNT Post)
******-%*******************%

**************************Other answers
*******%*******************%

******167******************191NET: RM Only
******91%******************92%

NET: Provider other than
******16******************18RM
******9%******************8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
23203661606011282126475226Unweighted total
1319648161541218268415209Weighted total

**1794614549****74********191Royal Mail
**91%97%90%90%****90%********92%

**4-4-****2********4DHL
**2%-%3%-%****3%********2%

**4-4-****4********4Parcelforce
**2%-%2%-%****5%********2%

**2-22****-********2Hermes
**1%-%1%4%****-%********1%

**2*2-*************2TNT Express
**1%*%1%-%*****%********1%

**2-22****-********2Pitney Bowes
**1%-%1%3%****-%********1%

**11--****1********1FedEx
**1%3%-%-%****2%********1%

a

***-11****-********1DX
***%-%*%1%****-%*********%

***-*-**************UK Mail
***%-%*%-%****1%*********%

***-*-****-*********UPS
***%-%*%-%****-%*********%

***-******-*********Postal Sort
***%-%*%*%****-%*********%

Whistl (Previously known
***-*-**************as TNT Post)
***%-%*%-%*****%*********%

***-******-*********Other answers
***%-%*%1%****-%*********%

**1794614549****74********191NET: RM Only
**91%97%90%90%****90%********92%

NET: Provider other than
**171165****8********18RM
**9%3%10%10%****10%********8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
8047984222226Unweighted total
7644885204209Weighted total

66**81**186191Royal Mail
86%**92%**91%92%

c

2**2**44DHL
3%**3%**2%2%

4**-**44Parcelforce
5%**-%**2%2%

a

2**-**22Hermes
3%**-%**1%1%

-**2**22TNT Express
-%**2%**1%1%

-**2**22Pitney Bowes
-%**2%**1%1%

1*****11FedEx
2%***%**1%1%

******11DX
1%***%***%*%

-*******UK Mail
-%**1%***%*%

***-****UPS
1%**-%***%*%

***-****Postal Sort
*%**-%***%*%

Whistl (Previously known
-**-****as TNT Post)
-%**-%***%*%

********Other answers
*%***%***%*%

66**81**186191NET: RM Only
86%**92%**91%92%

c

NET: Provider other than
10**7**1818RM
14%**8%**9%8%

b
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
10010818520206---321580126226Unweighted total

8010821110199---**1070129209Weighted total

71100******183************62121191Royal Mail
88%93%******92%************88%94%92%

22******4************224DHL
3%2%******2%************3%2%2%

4-******3************3-4Parcelforce
5%-%******1%************4%-%2%

ba

-2******2************-22Hermes
-%2%******1%************-%2%1%

2*******2************2*2TNT Express
2%*%******1%************3%*%1%

-2******2************-22Pitney Bowes
-%2%******1%************-%1%1%

*1******1*************11FedEx
*%1%******1%*************%1%1%

1-********************-1DX
1%-%*******%************1%-%*%

-********************-**UK Mail
-%*%*******%************-%*%*%

*-********************-*UPS
1%-%*******%************1%-%*%

*********************-**Postal Sort
*%*%*******%************-%*%*%

Whistl (Previously known
*-********************-*as TNT Post)
*%-%*******%*************%-%*%

*-********************-*Other answers
1%-%*******%************1%-%*%

71100******183************62121191NET: RM Only
88%93%******92%************88%94%92%

NET: Provider other than
108******16************8818RM
12%7%******8%************12%6%8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21281419917477173226170193226Unweighted total
-2*21719615958163209156172209Weighted total

************18014452153191140158191Royal Mail
************92%90%89%94%92%90%92%92%

************44-24444DHL
************2%3%-%1%2%3%3%2%

************44-44434Parcelforce
************2%2%-%2%2%2%1%2%

************2-2-22-2Hermes
************1%-%4%-%1%1%-%1%

adf

************22222222TNT Express
************1%1%3%1%1%1%1%1%

************22--2222Pitney Bowes
************1%1%-%-%1%1%1%1%

************11111*11FedEx
************1%1%2%1%1%*%1%1%

************-1*11111DX
************-%*%1%*%*%*%*%*%

**************--**-*UK Mail
*************%*%-%-%*%*%-%*%

**************-*****UPS
*************%*%-%*%*%*%*%*%

************-*******Postal Sort
************-%*%*%*%*%*%*%*%

Whistl (Previously known
***************-**-*as TNT Post)
*************%*%*%-%*%*%-%*%

***************-****Other answers
*************%*%*%-%*%*%*%*%

************18014452153191140158191NET: RM Only
************92%90%89%94%92%90%92%92%

NET: Provider other than
************171561018161418RM
************8%10%11%6%8%10%8%8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-555956563-12-35162226Unweighted total
-305757652-1*-25155209Weighted total

**28525160**************145191Royal Mail
**95%91%88%93%**************93%92%

**---4**************24DHL
**-%-%-%7%**************1%2%

c

**-13-**************44Parcelforce
**-%2%4%-%**************2%2%

**--2-**************-2Hermes
**-%-%4%-%**************-%1%

**-2-***************22TNT Express
**-%3%-%*%**************1%1%

**-2--**************-2Pitney Bowes
**-%3%-%-%**************-%1%

**-*1***************11FedEx
**-%*%2%*%**************1%1%

**1---***************1DX
**2%-%-%-%***************%*%

***---**************-*UK Mail
**2%-%-%-%**************-%*%

**--*-****************UPS
**-%-%1%-%***************%*%

***-*-****************Postal Sort
***%-%*%-%***************%*%

Whistl (Previously known
***---**************-*as TNT Post)
***%-%-%-%**************-%*%

***-*-**************-*Other answers
**1%-%*%-%**************-%*%

**28525160**************145191NET: RM Only
**95%91%88%93%**************93%92%

NET: Provider other than
**2574**************1018RM
**5%9%12%7%**************7%8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edc*baSignificance Level: 95%
1621097129448121430592753226Unweighted total
1119886123284131331552549209Weighted total

**18972119****126****51**47191Royal Mail
**95%84%97%****96%****94%**94%92%

b

**24-****2****-***4DHL
**1%5%-%****2%****-%***%2%

a

**4-4****1****1**34Parcelforce
**2%-%3%****1%****2%**5%2%

**-2-****-****-**-2Hermes
**-%3%-%****-%****-%**-%1%

**22-****2****-***2TNT Express
**1%2%-%****1%****-%***%1%

**-2-****-****-**-2Pitney Bowes
**-%2%-%****-%****-%**-%1%

**11-*********1**-1FedEx
**1%2%-%*****%****2%**-%1%

a

**-1-****-*******-1DX
**-%1%-%****-%*****%**-%*%

**-*-****-****-**-*UK Mail
**-%1%-%****-%****-%**-%*%

****-************-*UPS
***%*%-%*****%****1%**-%*%

**-*-*********-****Postal Sort
**-%*%-%*****%****-%***%*%

Whistl (Previously known
**-*-****-****-**-*as TNT Post)
**-%*%-%****-%****-%**-%*%

*********-****-**-*Other answers
***%*%*%****-%****-%**-%*%

**18972119****126****51**47191NET: RM Only
**95%84%97%****96%****94%**94%92%

b

NET: Provider other than
**10144****6****3**318RM
**5%16%3%****4%****6%**6%8%

a
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
14818084127462220412647226Unweighted total
*3916385123401819111845209Weighted total

****15076117****191109**191Royal Mail
****92%90%95%****100%92%**92%

c

****442****-2**4DHL
****3%5%2%****-%2%**2%

b

****33-****-3**4Parcelforce
****2%3%-%****-%2%**2%

b

****---****--**2Hermes
****-%-%-%****-%-%**1%

****2*2****-2**2TNT Express
****1%*%2%****-%2%**1%

****2--****--**2Pitney Bowes
****1%-%-%****-%-%**1%

*****11****-1**1FedEx
*****%2%1%****-%1%**1%

****1*1****-1**1DX
*****%*%1%****-%1%***%

****---****--***UK Mail
****-%-%-%****-%-%***%

*****-*****-****UPS
*****%-%*%****-%*%***%

******-****--***Postal Sort
*****%*%-%****-%-%***%

Whistl (Previously known
****---****--***as TNT Post)
****-%-%-%****-%-%***%

******-****--***Other answers
*****%*%-%****-%-%***%

****15076117****191109**191NET: RM Only
****92%90%95%****100%92%**92%

c

NET: Provider other than
****1297****-9**18RM
****8%10%5%****-%8%**8%

b
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1014817010416418916011113415114781226Unweighted total
1213315893151168*51106133*4013978209Weighted total

**12614588138157**45101123**3512467191Royal Mail
**95%92%95%91%93%**89%95%92%**86%89%86%92%

**-2-22**222**4444DHL
**-%1%-%1%1%**4%2%2%**11%3%5%2%

b

**44443**334**-344Parcelforce
**3%2%4%3%2%**5%2%3%**-%2%5%2%

**-2-2-**---**-222Hermes
**-%1%-%1%-%**-%-%-%**-%2%3%1%

**-2-22****2**-2-2TNT Express
**-%1%-%1%1%***%*%1%**-%1%-%1%

**2--22**---**-2-2Pitney Bowes
**1%-%-%1%1%**-%-%-%**-%1%-%1%

***1-*1***-1**-*-1FedEx
***%1%-%*%1%***%-%1%**-%*%-%1%

**11**1********1*1DX
***%*%*%*%*%**1%*%*%**1%*%1%*%

***--*-**---**-*-*UK Mail
***%-%-%*%-%**-%-%-%**-%*%-%*%

**-*-*************UPS
**-%*%-%*%*%**1%*%*%**1%*%1%*%

******************Postal Sort
***%*%*%*%*%***%*%*%***%*%*%*%

Whistl (Previously known
**-----**---******as TNT Post)
**-%-%-%-%-%**-%-%-%***%*%*%*%

****-****---******Other answers
***%*%-%*%*%**-%-%-%***%*%*%*%

**12614588138157**45101123**3512467191NET: RM Only
**95%92%95%91%93%**89%95%92%**86%89%86%92%

NET: Provider other than
**71341411**6510**5151118RM
**5%8%5%9%7%**11%5%8%**14%11%14%8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
117231391581621675772226Unweighted total
220*41191481322635058209Weighted total

********113137****595058191Royal Mail
********95%93%****93%99%99%92%

********-2****---4DHL
********-%1%****-%-%-%2%

********33****4--4Parcelforce
********2%2%****6%-%-%2%

a

********-2****---2Hermes
********-%1%****-%-%-%1%

********-2****---2TNT Express
********-%1%****-%-%-%1%

********2-****---2Pitney Bowes
********2%-%****-%-%-%1%

**************---1FedEx
*********%*%****-%-%-%1%

*********1*******1DX
*********%*%****1%1%1%*%

*********-****---*UK Mail
*********%-%****-%-%-%*%

********-*****---*UPS
********-%*%****-%-%-%*%

***************-**Postal Sort
*********%*%*****%-%*%*%

Whistl (Previously known
********-*****---*as TNT Post)
********-%*%****-%-%-%*%

**************---*Other answers
*********%*%****-%-%-%*%

********113137****595058191NET: RM Only
********95%93%****93%99%99%92%

NET: Provider other than
********611****4**18RM
********5%7%****7%1%1%8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
178459189-105215174224207223206221226Unweighted total
1574914166-92199163207187207192204209Weighted total

142****153**82181152189171189174187191Royal Mail
91%****92%**89%91%93%91%92%91%91%91%92%

2****2**442424444DHL
1%****1%**5%2%1%2%1%2%2%2%2%

4****4**14-444444Parcelforce
2%****2%**1%2%-%2%2%2%2%2%2%

2****2**-22222222Hermes
1%****1%**-%1%1%1%1%1%1%1%1%

2****2***22222222TNT Express
1%****1%***%1%1%1%1%1%1%1%1%

2****-**222222222Pitney Bowes
1%****-%**2%1%1%1%1%1%1%1%1%

1****1**111111111FedEx
1%****1%**2%1%1%1%1%1%1%1%1%

1****1***11111111DX
*%*****%***%*%*%*%*%*%*%*%*%

********-********UK Mail
*%*****%**-%*%*%*%*%*%*%*%*%

-****************UPS
-%*****%***%*%*%*%*%*%*%*%*%

*****************Postal Sort
*%*****%***%*%*%*%*%*%*%*%*%

Whistl (Previously known
*****************as TNT Post)
*%*****%***%*%*%*%*%*%*%*%*%

*****************Other answers
*%*****%***%*%*%*%*%*%*%*%*%

142****153**82181152189171189174187191NET: RM Only
91%****92%**89%91%93%91%92%91%91%91%92%

NET: Provider other than
15****13**101811181518181818RM

9%****8%**11%9%7%9%8%9%9%9%8%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 30  (continuation)                                                                                                                                                    Page 630

QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
104122130227041135491715312178226Unweighted total

91118120276244121441575215171209Weighted total

87104106**59**109**14744**158191Royal Mail
96%88%88%**95%**90%**94%85%**92%92%

a

-42**2**4**22**44DHL
-%4%2%**3%**4%**1%4%**2%2%

b

134**-**4**13**44Parcelforce
1%2%3%**-%**3%**1%5%**2%2%

b

-22**-**-**2-**22Hermes
-%2%2%**-%**-%**1%-%**1%1%

b

-22**-**2***2***2TNT Express
-%2%2%**-%**2%***%4%***%1%

b

-22**-**-**2-**-2Pitney Bowes
-%2%2%**-%**-%**1%-%**-%1%

b

1*1*****1**1***11FedEx
1%*%1%***%**1%**1%*%**1%1%

1-1**-**-**-1**-1DX
1%-%1%**-%**-%**-%1%**-%*%

-*-**-**-***-****UK Mail
-%*%-%**-%**-%***%-%***%*%

*--*********-****UPS
*%-%-%**1%***%***%-%***%*%

*****-***********Postal Sort
*%*%*%**-%***%***%*%***%*%

Whistl (Previously known
*--*****-***-****as TNT Post)
*%-%-%***%**-%***%-%***%*%

************-****Other answers
*%*%*%***%***%***%-%***%*%

87104106**59**109**14744**158191NET: RM Only
96%88%88%**95%**90%**94%85%**92%92%

a

NET: Provider other than
41414**3**12**108**1318RM
4%12%12%**5%**10%**6%15%**8%8%

b
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
141716151623172224211922226Unweighted total
13181822148202712222015209Weighted total

************************191Royal Mail
************************92%

************************4DHL
************************2%

************************4Parcelforce
************************2%

************************2Hermes
************************1%

************************2TNT Express
************************1%

************************2Pitney Bowes
************************1%

************************1FedEx
************************1%

************************1DX
*************************%

*************************UK Mail
*************************%

*************************UPS
*************************%

*************************Postal Sort
*************************%

Whistl (Previously known
*************************as TNT Post)
*************************%

*************************Other answers
*************************%

************************191NET: RM Only
************************92%

NET: Provider other than
************************18RM
************************8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
47546362226Unweighted total
49446057209Weighted total

**415550191Royal Mail
**93%92%89%92%

***4-4DHL
***%7%-%2%

a

**3--4Parcelforce
**6%-%-%2%

**--22Hermes
**-%-%4%1%

***-22TNT Express
***%-%3%1%

**--22Pitney Bowes
**-%-%3%1%

****-1FedEx
***%*%-%1%

**--*1DX
**-%-%*%*%

**-*-*UK Mail
**-%1%-%*%

**---*UPS
**-%-%-%*%

***--*Postal Sort
***%-%-%*%

Whistl (Previously known
**-*-*as TNT Post)
**-%*%-%*%

**-***Other answers
**-%*%1%*%

**415550191NET: RM Only
**93%92%89%92%

NET: Provider other than
**35618RM
**7%8%11%8%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
7022641682062172852137517734Unweighted total
291354204269274617704731Weighted total

18**3113419617**510485502Royal Mail
60%**57%66%73%64%**72%60%69%69%

ceb

3**91010***-*3838UPS
9%**17%5%4%2%**-%3%5%5%

abe

4**31781***13435Parcelforce
12%**5%8%3%4%**5%5%5%5%

aa

2**2621****-3434Hermes
7%**4%3%8%*%**1%-%5%5%

bbe

***2592***12728DPD
1%**4%2%3%6%**3%8%4%4%

a

1**11271***12324DHL
2%**2%6%3%3%**1%3%3%3%

****5101***11921TNT Express
*%***%2%4%5%**3%5%3%3%

1**34*1****1010APC
5%**5%2%*%2%**3%1%1%1%

aa

***13-***-*67UK Mail
1%**2%2%-%1%**-%1%1%1%

a

-**--2-**--33Yodel
-%**-%-%1%-%**-%-%*%*%

****1-1***123FedEx
1%***%*%-%4%**5%3%*%*%

aaa

***-1-****-11Parcels to go
*%**-%1%-%*%**2%-%*%*%

-**--1***-*11Fastway Couriers
-%**-%-%*%*%**-%*%*%*%

***--****-**1DX
1%**-%-%*%2%**-%2%*%*%

aa

***---***-*-*Interparcel
1%**-%-%-%2%**-%3%-%*%

aa

-**--*-**--**Collect Plus
-%**-%-%*%-%**-%-%*%*%

-**-*-***-*-*One Post
-%**-%*%-%1%**-%1%-%*%

a
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
7022641682062172852137517734Unweighted total
291354204269274617704731Weighted total

-**---***-*-*Tuffnels
-%**-%-%-%1%**-%1%-%*%

a

-**-*-***-*-*Postal Sort
-%**-%*%-%*%**-%*%-%*%

***1761***12122Other answers
1%**3%4%2%4%**5%4%3%3%

18**3113419617**510485502NET: RM Only
60%**57%66%73%64%**72%60%69%69%

ceb

NET: Provider other than
12**23697310**27219229RM
40%**43%34%27%36%**28%40%31%31%

aaa
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
867885485385764825020843555734Unweighted total
31343862850648111559221144973731Weighted total

222130429**385678****91**62502Royal Mail
72%62%78%68%**60%69%68%****80%**84%69%

eehileeeehijlbefhijl

-1*37**448****5**238UPS
-%3%*%6%**7%5%7%****4%**3%5%

kmkmkmmkmmklm

22229**587****1**135Parcelforce
5%6%6%5%**7%10%6%****1%**2%5%

c

-1133**426****1**434Hermes
-%2%3%5%**7%2%6%****1%**6%5%

mmmabcfghijklm
m

26119**822****3***28DPD
7%17%3%3%**13%3%2%****2%***%4%

acefgijkmacefgijk

1*122***34****8**-24DHL
2%1%3%3%***%3%3%****7%**-%3%

aehjlm

*1*19***-4****2***21TNT Express
1%3%*%3%***%-%3%****2%***%3%

abcfghjkl

m

--*10**22-****-**110APC
-%-%1%2%**3%3%-%****-%**2%1%

cflm

---7**---****-**27UK Mail
-%-%-%1%**-%-%-%****-%**3%1%

cfjklm

---3**---****-**-3Yodel
-%-%-%1%**-%-%-%****-%**-%*%

j

1*12**-1-****-***3FedEx
2%*%2%*%**-%2%-%****-%***%*%

j

---1**--*****-**-1Parcels to go
-%-%-%*%**-%-%*%****-%**-%*%

j

1---**---****-**-1Fastway Couriers
4%-%-%-%**-%-%-%****-%**-%*%

j

*--***---****-**-1DX
2%-%-%*%**-%-%-%****-%**-%*%

j

-*-***---****-****Interparcel
-%*%-%*%**-%-%-%****-%***%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
867885485385764825020843555734Unweighted total
31343862850648111559221144973731Weighted total

--*-**---****-**-*Collect Plus
-%-%1%-%**-%-%-%****-%**-%*%

j

---****--****-**-*One Post
-%-%-%*%***%-%-%****-%**-%*%

---****--****-**-*Tuffnels
-%-%-%*%***%-%-%****-%**-%*%

*---**---****-**-*Postal Sort
*%-%-%-%**-%-%-%****-%**-%*%

22118**236****3***22Other answers
5%5%3%3%**4%4%5%****2%***%3%

222130429**385678****91**62502NET: RM Only
72%62%78%68%**60%69%68%****80%**84%69%

eehileeeehijlbefhijl

NET: Provider other than
9139199**262537****22**11229RM

28%38%22%32%**40%31%32%****20%**16%31%

ackacackackaacfgjkma
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
796551895452442617242461311625734Unweighted total
61670155576232321528136119818731Weighted total

50452103398193****175****49**502Royal Mail
81%67%67%69%83%****62%****50%**69%

abebbe

*382364****21****5**38UPS
*%6%1%6%2%****8%****5%**5%

bbh

23312236****17****5**35Parcelforce
3%5%8%4%2%****6%****5%**5%

ah

2328266****23****4**34Hermes
3%5%5%5%3%****8%****4%**5%

dh

1285232****16****7**28DPD
1%4%4%4%1%****6%****7%**4%

hh

2212223****9****8**24DHL
4%3%1%4%1%****3%****8%**3%

eh

1209117****1****8**21TNT Express
1%3%6%2%3%*****%****8%**3%

aeeeh

29381****7****2**10APC
3%1%2%1%1%****3%****2%**1%

-7-7-****1****2**7UK Mail
-%1%-%1%-%*****%****2%**1%

h

-3-31****2****-**3Yodel
-%*%-%1%1%****1%****-%***%

*3221*********2**3FedEx
1%*%1%*%*%*****%****2%***%

e

*1-11****-****-**1Parcels to go
*%*%-%*%1%****-%****-%***%

-1*11****1****-**1Fastway Couriers
-%*%*%*%*%*****%****-%***%

*1-11****-*******1DX
*%*%-%*%*%****-%*****%***%

-*****************Interparcel
-%*%*%*%*%*****%*****%***%

-*-*-****-****-***Collect Plus
-%*%-%*%-%****-%****-%***%

-*-*-****-********One Post
-%*%-%*%-%****-%*****%***%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
796551895452442617242461311625734Unweighted total
61670155576232321528136119818731Weighted total

-*-*-****-********Tuffnels
-%*%-%*%-%****-%*****%***%

-**-*****-****-***Postal Sort
-%*%*%-%*%****-%****-%***%

1219144****9****6**22Other answers
2%3%6%2%2%****3%****7%**3%

ah

50452103398193****175****49**502NET: RM Only
81%67%67%69%83%****62%****50%**69%

abebbe

NET: Provider other than
112185217739****107****48**229RM
19%33%33%31%17%****38%****50%**31%

bdhdeh
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26811334218716734Unweighted total
26511633527704731Weighted total

18079235**480502Royal Mail
68%68%70%**68%69%

19712**3838UPS
7%6%4%**5%5%

a

14318**3535Parcelforce
5%3%5%**5%5%

81111**3234Hermes
3%9%3%**5%5%

ac

1447**2828DPD
5%3%2%**4%4%

a

10410**2224DHL
4%3%3%**3%3%

2216**2121TNT Express
1%2%5%**3%3%

c

514**1010APC
2%1%1%**1%1%

3-3**77UK Mail
1%-%1%**1%1%

--3**33Yodel
-%-%1%***%*%

1*2**33FedEx
*%*%1%***%*%

*-1**11Parcels to go
*%-%*%***%*%

1-1**11Fastway Couriers
*%-%*%***%*%

1-***11DX
*%-%*%***%*%

--*****Interparcel
-%-%*%***%*%

-*-****Collect Plus
-%*%-%***%*%

*--****One Post
*%-%-%***%*%

--*****Tuffnels
-%-%*%***%*%

*--****Postal Sort
*%-%-%***%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26811334218716734Unweighted total
26511633527704731Weighted total

6511**2222Other answers
2%4%3%**3%3%

18079235**480502NET: RM Only
68%68%70%**68%69%

NET: Provider other than
8537100**224229RM
32%32%30%**32%31%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2623641081252682-116440210472734Unweighted total
215373143438693-**3134178515731Weighted total

108275119**25477************83394502Royal Mail
50%74%83%**66%69%************47%76%69%

cbcbbbbi

23141**335************191538UPS
11%4%1%**9%5%************11%3%5%

abaaai

12194***35************122335Parcelforce
5%5%3%**1%5%************7%4%5%

9215***34************92534Hermes
4%6%3%***%5%************5%5%5%

13132**226************111528DPD
6%3%2%**6%4%************6%3%4%

11103**122************101324DHL
5%3%2%**4%3%************5%3%3%

1163**120************11921TNT Express
5%2%2%**1%3%************6%2%3%

bai

10--**37************7-10APC
5%-%-%**7%1%************4%-%1%

abaiaaiai

7--**15************5-7UK Mail
3%-%-%**3%1%************3%-%1%

baaiai

-12**-3************-33Yodel
-%*%1%**-%*%************-%1%*%

2*1***3************123FedEx
1%*%1%**1%*%************1%*%*%

-1-**-1************-11Parcels to go
-%*%-%**-%*%************-%*%*%

1*-**-1************1*1Fastway Couriers
1%*%-%**-%*%************1%*%*%

1--*****************-1DX
*%-%-%**1%*%*************%-%*%

a

-*-**-*************-**Interparcel
-%*%-%**-%*%************-%*%*%

-*-**-*************-**Collect Plus
-%*%-%**-%*%************-%*%*%

*--**-**************-*One Post
*%-%-%**-%*%*************%-%*%

*--**-**************-*Tuffnels
*%-%-%**-%*%*************%-%*%

-*-**-*************-**Postal Sort
-%*%-%**-%*%************-%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2623641081252682-116440210472734Unweighted total
215373143438693-**3134178515731Weighted total

9113**221************71322Other answers
4%3%2%**4%3%************4%3%3%

108275119**25477************83394502NET: RM Only
50%74%83%**66%69%************47%76%69%

cbcbbbbi

NET: Provider other than
1079824**13216************95122229RM

50%26%17%**34%31%************53%24%31%

abaaacij
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5481633478549225734544424471734Unweighted total
-421925456516190731498365420731Weighted total

************326342143502362270304502Royal Mail
************71%66%75%69%73%74%72%69%

ffff

************162623816111438UPS
************3%5%1%5%3%3%3%5%

ee

************203193522142135Parcelforce
************4%6%5%5%4%4%5%5%

************272433427231934Hermes
************6%5%1%5%5%6%4%5%

eeeee

************13226281391128DPD
************3%4%3%4%3%2%3%4%

************191972419141624DHL
************4%4%4%3%4%4%4%3%

************151382117101721TNT Express
************3%3%4%3%3%3%4%3%

************4921044210APC
************1%2%1%1%1%1%*%1%

a

************27372*17UK Mail
*************%1%1%1%*%*%*%1%

bb

************11-31-13Yodel
*************%*%-%*%*%-%*%*%

************33133233FedEx
************1%1%*%*%1%*%1%*%

*************1*1***1Parcels to go
*************%*%*%*%*%*%*%*%

*************1-1*-*1Fastway Couriers
*************%*%-%*%*%-%*%*%

*************1111111DX
*************%*%*%*%*%*%*%*%

a

********************Interparcel
*************%*%*%*%*%*%*%*%

******************-*Collect Plus
*************%*%*%*%*%*%-%*%

************-***---*One Post
************-%*%*%*%-%-%-%*%

************-*-**-**Tuffnels
************-%*%-%*%*%-%*%*%

*************--*****Postal Sort
*************%-%-%*%*%*%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5481633478549225734544424471734Unweighted total
-421925456516190731498365420731Weighted total

************10156221051022Other answers
************2%3%3%3%2%1%2%3%

************326342143502362270304502NET: RM Only
************71%66%75%69%73%74%72%69%

ffff

NET: Provider other than
************1301754722913695116229RM
************29%34%25%31%27%26%28%31%

abce
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51251391551206-24-611711734Unweighted total
4741211571423-12-48716731Weighted total

**569011299**************495502Royal Mail
**77%74%72%70%**************69%69%

**2445**************3638UPS
**3%4%2%4%**************5%5%

**4792**************3335Parcelforce
**6%6%6%1%**************5%5%

**26109**************3434Hermes
**3%5%6%6%**************5%5%

**2542**************2628DPD
**3%4%3%1%**************4%4%

***298**************2424DHL
***%2%5%6%**************3%3%

dd

**1448**************2021TNT Express
**1%3%2%6%**************3%3%

d

**21*1**************1010APC
**2%1%*%1%**************1%1%

**2---**************77UK Mail
**2%-%-%-%**************1%1%

**---1**************33Yodel
**-%-%-%1%***************%*%

**1*-2**************33FedEx
**1%*%-%1%***************%*%

**---***************11Parcels to go
**-%-%-%*%***************%*%

**--*-**************11Fastway Couriers
**-%-%*%-%***************%*%

**1---***************1DX
**1%-%-%-%***************%*%

**-*-*****************Interparcel
**-%*%-%*%***************%*%

**--*-****************Collect Plus
**-%-%*%-%***************%*%

**----****************One Post
**-%-%-%-%***************%*%

***---**************-*Tuffnels
***%-%-%-%**************-%*%

***---****************Postal Sort
***%-%-%-%***************%*%

***154**************2222Other answers
***%1%3%3%**************3%3%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51251391551206-24-611711734Unweighted total
4741211571423-12-48716731Weighted total

**569011299**************495502NET: RM Only
**77%74%72%70%**************69%69%

NET: Provider other than
**17314543**************221229RM
**23%26%28%30%**************31%31%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
23521172562305204091493175149303734Unweighted total
13484166565281134371476182151307731Weighted total

**3622499241**250**29112116235502Royal Mail
**75%1%88%86%**57%**38%61%76%77%69%

badcdcd

**1628106**32**15541438UPS
**3%17%2%2%**7%**19%3%3%4%5%

acabc

**21201511**24**61151235Parcelforce
**4%12%3%4%**5%**9%6%4%4%5%

a

**2425108**26**6871334Hermes
**5%15%2%3%**6%**8%4%5%4%5%

a

**1319103**25**10114428DPD
**3%11%2%1%**6%**13%6%2%1%4%

acaba

**141952**21**1114824DHL
**3%11%1%1%**5%**2%6%3%2%3%

ac

**171385**16***104621TNT Express
**3%8%1%2%**4%***%5%3%2%3%

ad

**410--**10**43-110APC
**1%6%-%-%**2%**6%2%-%*%1%

acab

**17--**7**3-227UK Mail
***%4%-%-%**2%**4%-%1%1%1%

acac

**1212**1**---33Yodel
***%1%*%1%***%**-%-%-%1%*%

**2211**2***21*3FedEx
***%1%*%*%**1%***%1%*%*%*%

a

***1*-**1**--1*1Parcels to go
***%1%*%-%***%**-%-%1%*%*%

a

***1--**1**-1--1Fastway Couriers
***%1%-%-%***%**-%1%-%-%*%

a

***1-1********-1DX
***%1%-%*%***%***%*%*%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
23521172562305204091493175149303734Unweighted total
13484166565281134371476182151307731Weighted total

***********--***Interparcel
***%*%*%*%***%**-%-%*%*%*%

****--*****-*--*Collect Plus
***%*%-%-%***%**-%*%-%-%*%

**-*-***-**-*--*One Post
**-%*%-%*%**-%**-%*%-%-%*%

***-*-******---*Tuffnels
***%-%*%-%***%***%-%-%-%*%

**-*-***-**---**Postal Sort
**-%*%-%*%**-%**-%-%-%*%*%

**71661**21***831022Other answers
**1%10%1%*%**5%**1%4%2%3%3%

ac

**3622499241**250**29112116235502NET: RM Only
**75%1%88%86%**57%**38%61%76%77%69%

badcdcd

NET: Provider other than
**1221646640**187**47703672229RM
**25%99%12%14%**43%**62%39%24%23%31%

acabcab
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1934462162325021316016873734Unweighted total
*753961992295021015315880731Weighted total

**54287142-502**361063502Royal Mail
**72%73%72%-%100%**24%7%80%69%

bb

**591138-**1516638UPS
**7%2%6%17%-%**10%10%7%5%

bba

**2191235-**2026135Parcelforce
**3%5%6%15%-%**13%17%2%5%

aa

**119534-**2423234Hermes
**2%5%3%15%-%**16%14%3%5%

aa

**110828-**1319-28DPD
**2%3%4%12%-%**9%12%-%4%

aa

**516524-**1214424DHL
**6%4%3%10%-%**8%9%4%3%

a

**2171021-**1517121TNT Express
**2%4%5%9%-%**10%11%2%3%

aa

**-2-10-**49-10APC
**-%*%-%4%-%**3%5%-%1%

aa

**-1-7-**15-7UK Mail
**-%*%-%3%-%**1%3%-%1%

a

**-1-3-**11-3Yodel
**-%*%-%1%-%**1%1%-%*%

a

**1213-**23-3FedEx
**1%1%*%1%-%**2%2%-%*%

a

**-*-1-****-1Parcels to go
**-%*%-%1%-%***%*%-%*%

****-1-****-1Fastway Couriers
***%*%-%1%-%***%*%-%*%

**1111-***1-1DX
**1%*%*%*%-%***%1%-%*%

**-*-*-****-*Interparcel
**-%*%-%*%-%***%*%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1934462162325021316016873734Unweighted total
*753961992295021015315880731Weighted total

**---*-****-*Collect Plus
**-%-%-%*%-%***%*%-%*%

**---*-**--**One Post
**-%-%-%*%-%**-%-%*%*%

**-*-*-****-*Tuffnels
**-%*%-%*%-%***%*%-%*%

******-**---*Postal Sort
***%*%*%*%-%**-%-%-%*%

**310422-**714222Other answers
**5%2%2%10%-%**5%9%2%3%

a

**54287142-502**361063502NET: RM Only
**72%73%72%-%100%**24%7%80%69%

bb

NET: Provider other than
**2110857229-**11714716229RM
**28%27%28%100%-%**76%93%20%31%

aa
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
173424225684024531175484518196381203734Unweighted total
16301388554351408*151480521*78329184731Weighted total

**231293480266299**94352329**52248137502Royal Mail
**77%75%87%76%73%**62%73%63%**66%75%74%69%

abac

**71314914**122131**37738UPS
**2%3%3%3%3%**8%4%6%**4%2%4%5%

**1517141320**52130**514835Parcelforce
**5%4%3%4%5%**4%4%6%**6%4%4%5%

c

**1815102218**-2029**4211034Hermes
**6%4%2%6%4%**-%4%6%**5%6%6%5%

cccc

**6811911**81525**19128DPD
**2%2%2%3%3%**5%3%5%**2%3%1%4%

**7941114**111718**513724DHL
**2%2%1%3%3%**7%3%3%**7%4%4%3%

ccab

**91671017**41317***9521TNT Express
**3%4%1%3%4%**3%3%3%***%3%3%3%

c

***4242**469**32310APC
***%1%*%1%*%**3%1%2%**3%*%1%1%

b

**111-1**-27**-**7UK Mail
***%*%*%-%*%**-%*%1%**-%*%*%1%

**111-1**-31**---3Yodel
***%*%*%-%*%**-%1%*%**-%-%-%*%

**12*12**212**1113FedEx
***%*%*%*%1%**1%*%*%**1%*%*%*%

***--****--1**-*-1Parcels to go
***%-%-%*%*%**-%-%*%**-%*%-%*%

****--***111**---1Fastway Couriers
***%*%-%-%*%***%*%*%**-%-%-%*%

**11111**1*1**1111DX
***%*%*%*%*%***%*%*%**1%*%*%*%

*********-****-*-*Interparcel
***%*%*%*%*%**-%*%*%**-%*%-%*%

**-*-*-**--***--**Collect Plus
**-%*%-%*%-%**-%-%*%**-%-%*%*%

**--*--**-*-**---*One Post
**-%-%*%-%-%**-%*%-%**-%-%-%*%

***-*-***--***---*Tuffnels
***%-%*%-%*%**-%-%*%**-%-%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
173424225684024531175484518196381203734Unweighted total
16301388554351408*151480521*78329184731Weighted total

**-----*******-***Postal Sort
**-%-%-%-%-%***%*%*%**-%*%*%*%

**251047**101022**35522Other answers
**1%1%2%1%2%**7%2%4%**4%1%3%3%

bb

**231293480266299**94352329**52248137502NET: RM Only
**77%75%87%76%73%**62%73%63%**66%75%74%69%

abac

NET: Provider other than
**70957485109**58128192**268248229RM
**23%25%13%24%27%**38%27%37%**34%25%26%31%

ccbb
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42012193303975869309254382734Unweighted total
5228192863604670301220369731Weighted total

********2242713856255187330502Royal Mail
********78%75%83%80%85%85%89%69%

d

********41124102638UPS
********1%3%4%6%3%1%2%5%

ab

********15131*116635Parcelforce
********5%4%1%*%4%3%2%5%

********1313-176734Hermes
********5%4%-%2%2%3%2%5%

********7111156528DPD
********2%3%1%1%2%3%1%4%

********711-313324DHL
********3%3%-%4%*%1%1%3%

ac

********9162264521TNT Express
********3%5%3%2%2%2%1%3%

*********2--***10APC
*********%*%-%-%*%*%*%1%

********11---1-7UK Mail
*********%*%-%-%-%1%-%1%

********11---113Yodel
*********%*%-%-%-%1%*%*%

********12*-***3FedEx
*********%1%*%-%*%*%*%*%

*********------1Parcels to go
*********%-%-%-%-%-%-%*%

**********-----1Fastway Couriers
*********%*%-%-%-%-%-%*%

********11**1111DX
*********%*%1%1%*%*%*%*%

**********--****Interparcel
*********%*%-%-%*%*%*%*%

********-------*Collect Plus
********-%-%-%-%-%-%-%*%

********-----***One Post
********-%-%-%-%-%*%*%*%

*********---*-**Tuffnels
*********%-%-%-%*%-%*%*%

********-------*Postal Sort
********-%-%-%-%-%-%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42012193303975869309254382734Unweighted total
5228192863604670301220369731Weighted total

********252352522Other answers
********1%1%5%5%2%1%1%3%

b

********2242713856255187330502NET: RM Only
********78%75%83%80%85%85%89%69%

d

NET: Provider other than
********6389814463339229RM
********22%25%17%20%15%15%11%31%

a
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
538119185571263700503721685715637709734Unweighted total
52112525533*241698496712665705613699731Weighted total

40092**407**151480337490460487427481502Royal Mail
77%73%**76%**62%69%68%69%69%69%70%69%69%

108**9**153225343230213038UPS
2%6%**2%**6%5%5%5%5%4%3%4%5%

b

235**24**143427353534343435Parcelforce
4%4%**5%**6%5%5%5%5%5%6%5%5%

195**22**143117332934273434Hermes
4%4%**4%**6%4%3%5%4%5%4%5%5%

163**16**122818282528242828DPD
3%2%**3%**5%4%4%4%4%4%4%4%4%

126**11**152418212222172224DHL
2%5%**2%**6%3%4%3%3%3%3%3%3%

b

171**18**42019211721202121TNT Express
3%1%**3%**2%3%4%3%3%3%3%3%3%

63**6**21071081091010APC
1%2%**1%**1%1%1%1%1%1%1%1%1%

3-**3**273777777UK Mail
1%-%**1%**1%1%1%1%1%1%1%1%1%

-1**-**-33333333Yodel
-%1%**-%**-%*%1%*%*%*%1%*%*%

b

3-**3**132333333FedEx
*%-%***%***%*%*%*%*%*%*%*%*%

*-*****111111111Parcels to go
*%-%***%**1%*%*%*%*%*%*%*%*%

*-*****111111111Fastway Couriers
*%-%***%***%*%*%*%*%*%*%*%*%

1***1**111111111DX
*%*%***%***%*%*%*%*%*%*%*%*%

*-*****-********Interparcel
*%-%***%**-%*%*%*%*%*%*%*%*%

*-**************Collect Plus
*%-%***%***%*%*%*%*%*%*%*%*%

*-*****-*-****-*One Post
*%-%***%**-%*%-%*%*%*%*%-%*%

*-**************Tuffnels
*%-%***%***%*%*%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 31  (continuation)                                                                                                                                                    Page 656

QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
538119185571263700503721685715637709734Unweighted total
52112525533*241698496712665705613699731Weighted total

--**-***********Postal Sort
-%-%**-%***%*%*%*%*%*%*%*%*%

141**14**82216222122182222Other answers
3%*%**3%**3%3%3%3%3%3%3%3%3%

40092**407**151480337490460487427481502NET: RM Only
77%73%**76%**62%69%68%69%69%69%70%69%69%

NET: Provider other than
12134**126**91218159222205218186218229RM

23%27%**24%**38%31%32%31%31%31%30%31%31%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
363371496661661054811432436611260734Unweighted total
384347491701681044781402486512270731Weighted total

261241396297572353717014**77502Royal Mail
68%69%81%42%44%69%74%51%28%21%**28%69%

abaa

24141641842015327**3438UPS
6%4%3%6%11%4%4%11%13%10%**13%5%

cbc

142114615618122312**2735Parcelforce
4%6%3%8%9%5%4%8%9%18%**10%5%

ccbb

15191061851982014**2134Hermes
4%6%2%9%11%5%4%6%8%22%**8%5%

ccb

217142123197208**2728DPD
5%2%3%3%7%3%4%5%8%12%**10%4%

ac

121246135127213**2324DHL
3%3%1%9%8%5%2%5%9%4%**8%3%

cc

61514423144164**1621TNT Express
1%4%3%6%1%2%3%3%7%7%**6%3%

b

73335-6492**910APC
2%1%1%4%3%-%1%3%3%2%**3%1%

cc

525-2-337-**77UK Mail
1%1%1%-%1%-%1%2%3%-%**2%1%

21-21-3-3-**33Yodel
*%*%-%3%1%-%1%-%1%-%**1%*%

cc

311*2*3*21**33FedEx
1%*%*%*%1%*%1%*%1%1%**1%*%

*11---1-1-**11Parcels to go
*%*%*%-%-%-%*%-%1%-%**1%*%

111-1*1-1-**11Fastway Couriers
*%*%*%-%*%*%*%-%*%-%***%*%

1*1*-****1***1DX
*%*%*%*%-%*%*%*%*%1%***%*%

***-***-*-****Interparcel
*%*%*%-%*%*%*%-%*%-%***%*%

-**----**-****Collect Plus
-%*%*%-%-%-%-%*%*%-%***%*%

*--*---**-****One Post
*%-%-%*%-%-%-%*%*%-%***%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
363371496661661054811432436611260734Unweighted total
384347491701681044781402486512270731Weighted total

*-*---*-*-****Tuffnels
*%-%*%-%-%-%*%-%*%-%***%*%

*-*----**-****Postal Sort
*%-%*%-%-%-%-%*%*%-%***%*%

14910667610221**2222Other answers
4%3%2%9%4%6%1%7%9%1%**8%3%

cbba

261241396297572353717014**77502NET: RM Only
68%69%81%42%44%69%74%51%28%21%**28%69%

abaa

NET: Provider other than
123107944193321256917851**194229RM

32%31%19%58%56%31%26%49%72%79%**72%31%

ccbc
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
446774555266586466665963734Unweighted total
347483815333687641817137731Weighted total

**4960542827495331475027502Royal Mail
**67%73%67%53%82%73%70%75%59%70%74%69%

hhchkhchh

**1264-62*210238UPS
**2%3%7%8%-%9%3%*%3%13%6%5%

dgdgdgcdegjkg

**5414165141235Parcelforce
**7%4%2%8%3%9%6%3%5%2%5%5%

**3-6512-2123-34Hermes
**4%-%7%10%2%3%-%6%14%4%-%5%

aejaejaejabefgjk

**1151313184*28DPD
**2%2%6%1%8%2%4%1%10%6%*%4%

aadhjkl

**3*36**7*3*-24DHL
**4%1%4%11%1%*%9%*%4%*%-%3%

abdfgjabdfgj

**-3-4*2312*421TNT Express
**-%3%-%7%1%3%4%2%3%*%11%3%

bikbdgik

**36---*-*--*10APC
**4%8%-%-%-%*%-%1%-%-%1%1%

bcefghi

**3------2-2-7UK Mail
**4%-%-%-%-%-%-%5%-%3%-%1%

**1-----2----3Yodel
**2%-%-%-%-%-%3%-%-%-%-%*%

**-2****-*1-*3FedEx
**-%2%*%*%1%*%-%*%1%-%1%*%

**1---------*1Parcels to go
**2%-%-%-%-%-%-%-%-%-%*%*%

**--1-----1--1Fastway Couriers
**-%-%1%-%-%-%-%-%1%-%-%*%

***--*---*--*1DX
**1%-%-%*%-%-%-%*%-%-%1%*%

**--*---*----*Interparcel
**-%-%*%-%-%-%*%-%-%-%-%*%

**-----------*Collect Plus
**-%-%-%-%-%-%-%-%-%-%-%*%

**---*-------*One Post
**-%-%-%*%-%-%-%-%-%-%-%*%

**---*-------*Tuffnels
**-%-%-%*%-%-%-%-%-%-%-%*%

**---*-------*Postal Sort
**-%-%-%*%-%-%-%-%-%-%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
446774555266586466665963734Unweighted total
347483815333687641817137731Weighted total

**54511-1212*22Other answers
**7%5%6%1%3%-%1%5%1%3%1%3%

f

**4960542827495331475027502NET: RM Only
**67%73%67%53%82%73%70%75%59%70%74%69%

hhchkhchh

NET: Provider other than
**252327256182310332210229RM
**33%27%33%47%18%27%30%25%41%30%26%31%

gadfgjldg
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
185173188188734Unweighted total
191167184189731Weighted total

135109133124502Royal Mail
71%65%72%66%69%

51091438UPS
3%6%5%7%5%

d

9612835Parcelforce
5%4%7%4%5%

41241434Hermes
2%7%2%8%5%

bdbd

3851328DPD
1%5%3%7%4%

d

497324DHL
2%6%4%2%3%

a

445721TNT Express
2%3%3%4%3%

9-1*10APC
5%-%*%*%1%

abc

3-227UK Mail
1%-%1%1%1%

1-2-3Yodel
1%-%1%-%*%

21*13FedEx
1%*%*%*%*%

1--*1Parcels to go
1%-%-%*%*%

-1-11Fastway Couriers
-%*%-%*%*%

****1DX
*%*%*%*%*%

-**-*Interparcel
-%*%*%-%*%

*---*Collect Plus
*%-%-%-%*%

-*--*One Post
-%*%-%-%*%

-*--*Tuffnels
-%*%-%-%*%

-*--*Postal Sort
-%*%-%-%*%

1163322Other answers
6%4%2%1%3%

ab
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
185173188188734Unweighted total
191167184189731Weighted total

135109133124502NET: RM Only
71%65%72%66%69%

NET: Provider other than
56585165229RM
29%35%28%34%31%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
93378627631937945962388671246Unweighted total
382576314407465122811481193Weighted total

35**7530238844**112710891132Standard delivery
93%**99%96%95%95%**95%94%95%95%

e

9**269912615**49357371Tracked service
23%**34%32%31%32%**35%30%31%31%

ddd

Urgent delivery - on the
same day or a specific

5**546565**22138144time the next day
14%**6%15%14%12%**18%8%12%12%

cb

Timed delivery (i.e. to
arrive by specific time

6**935477**33115121/day)
15%**12%11%12%14%**26%9%10%10%

aabe

4**533377**23107114International delivery
11%**7%11%9%15%**18%11%9%10%

ddaabcea

Cross-Border Delivery
1**2431***11113(to ROI)
1%**2%1%1%3%**3%3%1%1%

aaa

-**---****--*Other (PLEASE SPECIFY)
-%**-%-%-%*%**1%-%-%*%

a

None of these (DO NOT
-**-23-**--1010READ OUT)
-%**-%1%1%-%**-%-%1%1%

Don't Know (DO NOT READ
-**----**----OUT)
-%**-%-%-%-%**-%-%-%-%

NET: Urgent / Tracked /
12**2810714217**59393410Timed Mail
31%**37%34%35%37%**46%33%34%34%

ddddab
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
160160149777638095139813313156991246Unweighted total

5763591014841041111949639174831291193Weighted total

555855965839710418591**159821261132Standard delivery
96%91%93%95%99%93%94%95%95%**92%98%98%95%

lclcl

1416133272230345629**832836371Tracked service
25%26%23%32%27%29%30%29%30%**48%34%28%31%

kadefghi

jklm

Urgent delivery - on the
same day or a specific

363132108132810**35918144time the next day
5%10%5%13%12%7%11%14%10%**20%11%14%12%

kmmmkmdhjklmkm

Timed delivery (i.e. to
arrive by specific time

4661051557207**29610121/day)
6%10%11%10%18%5%6%10%8%**17%7%8%10%

aghmaghjm

543102555198**4189114International delivery
8%6%6%10%6%5%4%10%9%**24%10%7%10%

abdefgh

ijklm

Cross-Border Delivery
13--------**---13(to ROI)
23%-%-%-%-%-%-%-%-%**-%-%-%1%

abcdefgh

ijkl

-*-------**---*Other (PLEASE SPECIFY)
-%*%-%-%-%-%-%-%-%**-%-%-%*%

None of these (DO NOT
--*10--3-2**11310READ OUT)
-%-%1%1%-%-%2%-%2%**1%2%2%1%

Don't Know (DO NOT READ
---------**----OUT)
-%-%-%-%-%-%-%-%-%**-%-%-%-%

NET: Urgent / Tracked /
1522173572531346034**902842410Timed Mail
26%34%29%35%30%30%30%31%35%**52%34%32%34%

mabefghi

jklm
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
1541092347899576923223710930112511246Unweighted total
120107428790653596282711032687411193Weighted total

113102028185250289**257100**83411132Standard delivery
94%95%98%94%94%92%**95%97%**95%100%95%

ag

413318228917744**8022**306371Tracked service
34%31%29%32%33%45%**30%21%**35%14%31%

adfadefhafadf

Urgent delivery - on the
same day or a specific

26118231216313**329**184144time the next day
22%11%8%13%12%14%**12%8%**21%9%12%

abcccdeh

Timed delivery (i.e. to
arrive by specific time

1211023995814**216**132121/day)
10%10%8%11%11%14%**8%6%**15%5%10%

dede

1698141005010**262**201114International delivery
13%9%5%11%9%11%**10%2%**23%3%10%

bddaddacdegh

Cross-Border Delivery
211588***31**2*13(to ROI)
2%1%2%1%1%*%**1%1%**2%*%1%

-*-**-**--**--*Other (PLEASE SPECIFY)
-%*%-%*%*%-%**-%-%**-%-%*%

None of these (DO NOT
38378-**3-**--10READ OUT)
2%1%1%1%1%-%**1%-%**-%-%1%

Don't Know (DO NOT READ
------**--**---OUT)
-%-%-%-%-%-%**-%-%**-%-%-%

NET: Urgent / Tracked /
493618632419047**9126**338410Timed Mail
41%34%30%36%35%48%**33%25%**38%20%34%

adfadefhafadf
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3001947394711991246Unweighted total
2591837356311301193Weighted total

244176698**10761132Standard delivery
94%96%95%**95%95%

9779188**356371Tracked service
38%43%26%**31%31%

aa

Urgent delivery - on the
same day or a specific

453562**141144time the next day
17%19%8%**12%12%

aa

Timed delivery (i.e. to
arrive by specific time

253164**113121/day)
10%17%9%**10%10%

ac

303346**109114International delivery
12%18%6%**10%10%

aac

Cross-Border Delivery
346**1213(to ROI)
1%2%1%**1%1%

-*-****Other (PLEASE SPECIFY)
-%*%-%***%*%

None of these (DO NOT
-*10**810READ OUT)
-%*%1%**1%1%

ca

Don't Know (DO NOT READ
---**--OUT)
-%-%-%**-%-%

NET: Urgent / Tracked /
11184207**390410Timed Mail

43%46%28%**35%34%

aa
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2496503479331213-1143242169971246Unweighted total
1696024223151179-*21*1115410251193Weighted total

162574397****1118************1479711132Standard delivery
96%95%94%****95%************95%95%95%

71192108****365************65300371Tracked service
42%32%26%****31%************42%29%31%

abaai

Urgent delivery - on the
same day or a specific

307835****143************30113144time the next day
18%13%8%****12%************19%11%12%

aaaij

Timed delivery (i.e. to
arrive by specific time

256135****119************2397121/day)
15%10%8%****10%************15%9%10%

aa

345724****110************3080114International delivery
20%9%6%****9%************19%8%10%

abaaiai

Cross-Border Delivery
291****13************21113(to ROI)
1%2%*%****1%************2%1%1%

-*-*****************-**Other (PLEASE SPECIFY)
-%*%-%*****%************-%*%*%

None of these (DO NOT
*-10****10*************1010READ OUT)
*%-%2%****1%*************%1%1%

bc

Don't Know (DO NOT READ
---****-************---OUT)
-%-%-%****-%************-%-%-%

NET: Urgent / Tracked /
76214120****404************69334410Timed Mail
45%36%28%****34%************45%33%34%

abaai
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1651631681119848372471124671412461246Unweighted total
265515451116773310420119361911931193Weighted total

**********451055750302396113258911321132Standard delivery
**********100%95%97%97%94%95%95%95%95%

aabcdd

**********18347239108181371251371371Tracked service
**********39%31%31%35%43%31%41%31%31%

acefacf

Urgent delivery - on the
same day or a specific

**********5136965472144115144144time the next day
**********12%12%12%17%17%12%19%12%12%

acfacfacf

Timed delivery (i.e. to
arrive by specific time

***********121875058121100121121/day)
**********1%11%11%16%14%10%16%10%10%

bacfacacf

**********410470407211497114114International delivery
**********9%9%9%13%17%10%16%10%10%

afacfacf

Cross-Border Delivery
**********11111661391313(to ROI)
**********2%1%1%2%1%1%1%1%1%

**********-*--*****Other (PLEASE SPECIFY)
**********-%*%-%-%*%*%*%*%*%

None of these (DO NOT
**********-10---1021010READ OUT)
**********-%1%-%-%-%1%*%1%1%

dfdf

Don't Know (DO NOT READ
**********---------OUT)
**********-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
**********18386267123199410282410410Timed Mail
**********40%35%34%40%47%34%46%34%34%

acefacf
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62133003503774-22-474561246Unweighted total
51232673684302-1*-*54131193Weighted total

**116256349407**************3901132Standard delivery
**94%96%95%95%**************95%95%

**4483129115**************178371Tracked service
**36%31%35%27%**************43%31%

aa

Urgent delivery - on the
same day or a specific

**15305642**************71144time the next day
**12%11%15%10%**************17%12%

a

Timed delivery (i.e. to
arrive by specific time

**13254934**************58121/day)
**11%9%13%8%**************14%10%

a

**17323134**************71114International delivery
**14%12%8%8%**************17%10%

ab

Cross-Border Delivery
**3324**************613(to ROI)
**3%1%1%1%**************1%1%

b

***---****************Other (PLEASE SPECIFY)
***%-%-%-%***************%*%

None of these (DO NOT
***--10**************-10READ OUT)
***%-%-%2%**************-%1%

bc

Don't Know (DO NOT READ
**----**************--OUT)
**-%-%-%-%**************-%-%

NET: Urgent / Tracked /
**4897140123**************196410Timed Mail
**39%36%38%29%**************48%34%

aaa
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
4911971241122234162216471071072041246Unweighted total
411152110108319792144281021021841193Weighted total

**10981001033183**204****941011731132Standard delivery
**95%90%95%93%**95%****93%99%94%95%

bbacdd

**3554932387**85****523581371Tracked service
**31%44%30%44%**40%****51%34%44%31%

ab

Urgent delivery - on the
same day or a specific

**1332312132**37****232028144time the next day
**12%21%11%16%**17%****23%20%15%12%

aaddd

Timed delivery (i.e. to
arrive by specific time

**1161410830**28****151526121/day)
**10%12%10%15%**13%****15%15%14%10%

**110179729**37****191629114International delivery
**10%16%9%15%**17%****18%15%16%10%

a

Cross-Border Delivery
**112113**2****21213(to ROI)
**1%2%1%2%**1%****2%1%1%1%

***-****-****-*-*Other (PLEASE SPECIFY)
***%-%*%*%**-%****-%*%-%*%

None of these (DO NOT
**555-**-****---10READ OUT)
***%5%*%-%**-%****-%-%-%1%

aa

Don't Know (DO NOT READ
**----**-****----OUT)
**-%-%-%-%**-%****-%-%-%-%

NET: Urgent / Tracked /
**3944936297**93****554189410Timed Mail
**34%44%33%49%**43%****54%41%48%34%

a
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041812934218175114331246Unweighted total
*123113241011630414158105281193Weighted total

**1171132360108287**15098**1132Standard delivery
**95%100%88%94%94%**95%93%**95%

aac

**7932637154127**7254**371Tracked service
**64%29%91%47%42%**45%52%**31%

bbca

Urgent delivery - on the
same day or a specific

**401361442249**2919**144time the next day
**32%12%35%19%16%**18%18%**12%

bb

Timed delivery (i.e. to
arrive by specific time

**391161211444**2012**121/day)
**32%10%30%12%15%**13%12%**10%

bb

**114108852151**3020**114International delivery
**93%10%21%18%17%**19%19%**10%

abb

Cross-Border Delivery
**1312525**11**13(to ROI)
**10%1%1%1%2%***%1%**1%

ab

**-*--****-***Other (PLEASE SPECIFY)
**-%*%-%-%*%***%-%***%

None of these (DO NOT
**-----**1-**10READ OUT)
**-%-%-%-%-%**1%-%**1%

Don't Know (DO NOT READ
**-----**--**-OUT)
**-%-%-%-%-%**-%-%**-%

NET: Urgent / Tracked /
**8836041057142**7657**410Timed Mail
**71%32%100%49%47%**48%54%**34%

bbc
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
207839413886831188110333332311176532901246Unweighted total
236959033405941132*81292294*825752581193Weighted total

**6778623185671082**77288270**795672331132Standard delivery
**97%95%94%95%96%**95%98%92%**96%99%90%95%

aacaa

**194308155236350**51134163**57223217371Tracked service
**28%34%45%40%31%**63%46%55%**69%39%84%31%

baabbbbc

Urgent delivery - on the
same day or a specific

**5911957105132**266361**36107102144time the next day
**9%13%17%18%12%**32%22%21%**43%19%40%12%

baaabbb

Timed delivery (i.e. to
arrive by specific time

**57985394115**284950**309182121/day)
**8%11%16%16%10%**34%17%17%**37%16%32%10%

aaabbb

**661006192107**476058**629269114International delivery
**9%11%18%15%9%**58%21%20%**76%16%27%10%

aaababb

Cross-Border Delivery
**9116812**555**88313(to ROI)
**1%1%2%1%1%**6%2%2%**9%1%1%1%

abab

*********-*-**-*-*Other (PLEASE SPECIFY)
***%*%*%*%*%**-%*%-%**-%*%-%*%

None of these (DO NOT
**13--4**---**---10READ OUT)
***%*%-%-%*%**-%-%-%**-%-%-%1%

Don't Know (DO NOT READ
**-----**---**----OUT)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

NET: Urgent / Tracked /
**214338171266388**56151172**59249234410Timed Mail
**31%37%50%45%34%**69%52%58%**72%43%91%34%

baabbbc
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
-16183276689843452101892901246Unweighted total
-17142967986633431921472511193Weighted total

********674859****1791442451132Standard delivery
********99%99%****94%98%98%95%

cc

********183273****12369119371Tracked service
********27%32%****64%47%47%31%

bababab

Urgent delivery - on the
same day or a specific

********57113****452750144time the next day
********8%13%****23%19%20%12%

babcab

Timed delivery (i.e. to
arrive by specific time

********5695****472850121/day)
********8%11%****25%19%20%10%

ab

********6090****513148114International delivery
********9%10%****27%21%19%10%

abcabca

Cross-Border Delivery
********109****44513(to ROI)
********1%1%****2%3%2%1%

**************-***Other (PLEASE SPECIFY)
*********%*%****-%*%*%*%

None of these (DO NOT
********--****---10READ OUT)
********-%-%****-%-%-%1%

Don't Know (DO NOT READ
********--****----OUT)
********-%-%****-%-%-%-%

NET: Urgent / Tracked /
********207300****13177133410Timed Mail
********30%35%****68%52%53%34%

ababab
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Table 32  (continuation)                                                                                                                                                    Page 674

QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
105114027105433171192744122510371226107512211246Unweighted total

98614837977226011447011165948116898211651193Weighted total

947138**941**24210946581107897110993211061132Standard delivery
96%93%**96%**93%96%94%95%95%95%95%95%95%

28565**287**132357286367325367336367371Tracked service
29%44%**29%**51%31%41%31%34%31%34%31%31%

babb

Urgent delivery - on the
same day or a specific

11022**99**52136106142121142128140144time the next day
11%15%**10%**20%12%15%12%13%12%13%12%12%

abb

Timed delivery (i.e. to
arrive by specific time

9520**94**571189112099120115120121/day)
10%13%**10%**22%10%13%10%10%10%12%10%10%

ab

8324**90**791078111290112105112114International delivery
8%16%**9%**30%9%11%10%10%10%11%10%10%

bab

Cross-Border Delivery
102**10**9138121013121313(to ROI)

1%1%**1%**4%1%1%1%1%1%1%1%1%

ab

*-*****-********Other (PLEASE SPECIFY)
*%-%***%**-%*%*%*%*%*%*%*%*%

None of these (DO NOT
31**4**378881081010READ OUT)
*%1%***%**1%1%1%1%1%1%1%1%1%

Don't Know (DO NOT READ
--**-**---------OUT)
-%-%**-%**-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
31672**320**140393311404352405372403410Timed Mail

32%49%**33%**54%34%44%35%37%35%38%35%34%

babb
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
5287181063521212368851211935092021246Unweighted total
4996941037481062458548917947111931193Weighted total

4626719894310023881179162****1761132Standard delivery
92%97%95%89%94%97%95%88%90%****91%95%

bbaa

1532183052443642664178****90371Tracked service
31%31%29%49%40%26%31%45%43%****46%31%

ccbc

Urgent delivery - on the
same day or a specific

4995116424261021537****42144time the next day
10%14%11%9%22%11%12%17%21%****22%12%

bbc

Timed delivery (i.e. to
arrive by specific time

43791041152689624****26121/day)
9%11%10%3%14%10%10%7%13%****13%10%

b

39758822322751631****40114International delivery
8%11%8%4%22%9%9%18%17%****21%10%

bcbc

Cross-Border Delivery
66101211021****213(to ROI)
1%1%1%2%1%1%1%2%1%****1%1%

*-*---*-*******Other (PLEASE SPECIFY)
*%-%*%-%-%-%*%-%*%*****%*%

None of these (DO NOT
9110--19-6****610READ OUT)
2%*%1%-%-%1%1%-%4%****3%1%

a

Don't Know (DO NOT READ
---------****--OUT)
-%-%-%-%-%-%-%-%-%****-%-%

NET: Urgent / Tracked /
1692423402545722914784****96410Timed Mail

34%35%33%52%42%29%34%52%47%****49%34%

ccbc
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7489123917613011011412895931231246Unweighted total
6296125139837611113386101103781193Weighted total

55911181317872107131819599751132Standard delivery
89%94%94%94%94%96%97%98%94%94%96%96%95%

ll

212234503523425524272513371Tracked service
34%23%27%36%42%30%38%41%28%27%24%17%31%

aakabcdjkaabkabcdjka

Urgent delivery - on the
same day or a specific

6914131381623121964144time the next day
10%10%11%9%16%10%15%18%14%19%6%5%12%

abababaab

Timed delivery (i.e. to
arrive by specific time

398117121031131151121/day)
5%9%6%8%8%16%9%23%15%11%5%2%10%

aaaabjlaabcfhijklabjla

111371283524106106114International delivery
17%14%5%9%9%4%4%18%12%6%9%8%10%

cfgjfgjacfgjfg

Cross-Border Delivery
*121*11322-113(to ROI)
1%1%1%*%*%2%1%2%2%2%-%1%1%

----*-------*Other (PLEASE SPECIFY)
-%-%-%-%*%-%-%-%-%-%-%-%*%

None of these (DO NOT
11*323------10READ OUT)
2%1%*%2%2%3%-%-%-%-%-%-%1%

ade

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
212441563726465726323015410Timed Mail
34%25%32%40%45%35%42%43%31%31%29%19%34%

aaakabdkaakakaa
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
2862973523111246Unweighted total
2842983302821193Weighted total

2642813192681132Standard delivery
93%94%97%95%95%

d

7710812166371Tracked service
27%36%37%23%31%

adad

Urgent delivery - on the
same day or a specific

30345129144time the next day
11%11%16%10%12%

a

Timed delivery (i.e. to
arrive by specific time

20295418121/day)
7%10%16%6%10%

acd

31233922114International delivery
11%8%12%8%10%

Cross-Border Delivery
325213(to ROI)
1%1%2%1%1%

-*--*Other (PLEASE SPECIFY)
-%*%-%-%*%

None of these (DO NOT
37--10READ OUT)
1%2%-%-%1%

ab

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

NET: Urgent / Tracked /
8511912976410Timed Mail
30%40%39%27%34%

adad
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7730621772182853877170568853Unweighted total
3620481952733451020734768Weighted total

28**4117925331**818666696Standard delivery
78%**84%92%93%89%**87%88%91%91%

eece

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

10**197411513**48284298system)
28%**39%38%42%39%**42%38%39%39%

e

Urgent delivery - on the
same day or a specific

9**748505**23138143time the next day
24%**14%25%18%15%**17%13%19%19%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

4**833446**22110116day delivery)
10%**17%17%16%17%**25%11%15%15%

ebab

7**734285**2298103International delivery
20%**14%17%10%15%**17%10%13%13%

addadabe

1**1531***11213Cross-Border Delivery
2%**2%3%1%3%**3%3%2%2%

a

-**---****--*Other (PLEASE SPECIFY)
-%**-%-%-%*%**1%-%-%*%

a

None of these (DO NOT
-**212-**--77READ OUT)
-%**4%1%1%-%**-%-%1%1%

a

Don't Know (DO NOT READ
-**---*****-*OUT)
-%**-%-%-%1%**1%1%-%*%

aaa

NET: Urgent / Tracked /
16**198012815**58321336Timed Mail
44%**40%41%47%43%**53%41%44%44%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1051151085254145659657151013966853Unweighted total

34454464544557413866161205183768Weighted total

323939585****6813057**102**77696Standard delivery
95%88%89%91%****92%95%87%**85%**93%91%

celcelc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

101313261****245123**61**39298system)
30%29%30%41%****32%37%36%**51%**48%39%

klmgiklmklm

Urgent delivery - on the
same day or a specific

464130****16296**32**18143time the next day
11%14%8%20%****22%21%9%**26%**22%19%

ekmkkekmeklmekm

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

356102****16137**28**10116day delivery)
9%11%14%16%****21%9%11%**23%**12%15%

fmflm

45489****81210**28**21103International delivery
13%12%9%14%****11%9%15%**23%**25%13%

iiiiifhijklifghijkl

m

13---****---**-**-13Cross-Border Delivery
39%-%-%-%****-%-%-%**-%**-%2%

abcefghi

jkl

-*--****---**-**-*Other (PLEASE SPECIFY)
-%*%-%-%****-%-%-%**-%**-%*%

None of these (DO NOT
--17****--3**1**-7READ OUT)
-%-%1%1%****-%-%5%**1%**-%1%

lmfjlm

Don't Know (DO NOT READ
-*-*****--***-**-*OUT)
-%*%-%*%****-%-%*%**-%**-%*%

NET: Urgent / Tracked /
101616293****295626**68**41336Timed Mail
30%36%37%45%****40%40%40%**56%**50%44%

mefgjklmm
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cbaSignificance Level: 95%
101752225628366861016676248833853Unweighted total

6670217958932797417057196525768Weighted total

6263416353329490**15755**51**696Standard delivery
93%90%91%91%90%93%**92%96%**79%**91%

bbbbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

282696723113042**7014**30**298system)
43%38%37%39%40%43%**41%25%**46%**39%

dddad

Urgent delivery - on the
same day or a specific

18125331106814**327**16**143time the next day
28%18%18%19%21%14%**19%13%**25%**19%

a

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

810824915014**256**19**116day delivery)
12%15%14%16%15%14%**14%11%**29%**15%

adegh

148920823313**37***15**103International delivery
20%13%11%14%10%13%**22%*%**24%**13%

adddhdhd

11241061**41**1**13Cross-Border Delivery
2%2%2%2%2%1%**2%1%**1%**2%

-*-**-**--**-***Other (PLEASE SPECIFY)
-%*%-%*%*%-%**-%-%**-%***%

None of these (DO NOT
-7254-**2-**-**7READ OUT)
-%1%1%1%1%-%**1%-%**-%**1%

Don't Know (DO NOT READ
*-**-***--**-***OUT)
*%-%*%*%-%*%**-%-%**-%***%

NET: Urgent / Tracked /
293067825815145**7914**34**336Timed Mail
44%44%43%44%46%46%**46%25%**53%**44%

dddad
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
27414942019834853Unweighted total
23514337827741768Weighted total

211128348**670696Standard delivery
90%89%92%**91%91%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

11062123**282298system)
47%43%32%**38%39%

aa

Urgent delivery - on the
same day or a specific

492766**138143time the next day
21%19%18%**19%19%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

332259**112116day delivery)
14%15%16%**15%15%

342938**102103International delivery
15%20%10%**14%13%

a

436**1313Cross-Border Delivery
2%2%1%**2%2%

-*-****Other (PLEASE SPECIFY)
-%*%-%***%*%

None of these (DO NOT
214**77READ OUT)
1%1%1%**1%1%

Don't Know (DO NOT READ
**-****OUT)
*%*%-%***%*%

NET: Urgent / Tracked /
11870142**318336Timed Mail

50%49%38%**43%44%

aa
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
236480137734819-114127202617853Unweighted total
164445159321747-*21*18144604768Weighted total

146414136****677************127550696Standard delivery
89%93%86%****91%************88%91%91%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

6816762****290************60230298system)
41%38%39%****39%************42%38%39%

Urgent delivery - on the
same day or a specific

347336****143************33109143time the next day
21%16%23%****19%************23%18%19%

jjj

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

246130****114************2291116day delivery)
15%14%19%****15%************15%15%15%

444415****98************3959103International delivery
27%10%10%****13%************27%10%13%

abaiai

2101****13************21113Cross-Border Delivery
1%2%1%****2%************1%2%2%

-*-*****************-**Other (PLEASE SPECIFY)
-%*%-%*****%************-%*%*%

None of these (DO NOT
512****7************537READ OUT)
3%*%1%****1%************3%*%1%

bai

Don't Know (DO NOT READ
**-********************OUT)
*%*%-%*****%*************%*%*%

NET: Urgent / Tracked /
7518377****328************68260336Timed Mail
46%41%49%****44%************47%43%44%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
164162552749630283424853853714853Unweighted total
26251236705551229365768768619768Weighted total

**********35635511215329696696575696Standard delivery
**********99%90%93%94%90%91%91%93%91%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**********1427519788167298298234298system)
**********39%39%36%38%46%39%39%38%39%

abcf

Urgent delivery - on the
same day or a specific

**********51361005274143143118143time the next day
**********15%19%18%23%20%19%19%19%19%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

***********11575336611611691116day delivery)
**********1%16%14%14%18%15%15%15%15%

b

**********39669377310310375103International delivery
**********7%14%13%16%20%13%13%12%13%

abcf

**********112126913131013Cross-Border Delivery
**********3%2%2%3%2%2%2%2%2%

**********-*--*****Other (PLEASE SPECIFY)
**********-%*%-%-%*%*%*%*%*%

None of these (DO NOT
**********-75237777READ OUT)
**********-%1%1%1%1%1%1%1%1%

Don't Know (DO NOT READ
**************-****OUT)
***********%*%*%*%-%*%*%*%*%

NET: Urgent / Tracked /
**********1431321996184336336258336Timed Mail
**********39%44%40%42%51%44%44%42%44%

abcef
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51932392261904-22-27411853Unweighted total
41182092252122-1*-15356768Weighted total

**110194200189**************321696Standard delivery
**93%93%89%89%**************90%91%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**466910676**************166298system)
**39%33%47%36%**************47%39%

ac

Urgent delivery - on the
same day or a specific

**21215842**************74143time the next day
**18%10%26%20%**************21%19%

ccc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

**16193842**************65116day delivery)
**14%9%17%20%**************18%15%

cc

**26212630**************69103International delivery
**22%10%11%14%**************19%13%

bc

**3523**************913Cross-Border Delivery
**2%2%1%2%**************2%2%

***---****************Other (PLEASE SPECIFY)
***%-%-%-%***************%*%

None of these (DO NOT
**1114**************37READ OUT)
**1%*%1%2%**************1%1%

Don't Know (DO NOT READ
****--**************-*OUT)
***%*%-%-%**************-%*%

NET: Urgent / Tracked /
**507511594**************184336Timed Mail
**42%36%51%44%**************52%44%

c
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
428111007531961621235310591172853Unweighted total
3373586682149102063409179151768Weighted total

**67071625134**186**338275136696Standard delivery
**91%83%92%90%**90%**83%90%94%90%91%

bbd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**2824325569**89**14543364298system)
**38%50%37%47%**43%**34%60%42%42%39%

aabd

Urgent delivery - on the
same day or a specific

**1371612729**38**7222026143time the next day
**19%19%19%19%**19%**17%24%25%17%19%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

**105239324**38**8171622116day delivery)
**14%27%14%16%**19%**21%19%20%14%15%

aa

**91257823**49**12221422103International delivery
**12%29%11%15%**24%**30%25%18%14%13%

aacaa

**122124**3***32413Cross-Border Delivery
**2%2%2%3%**2%***%3%3%2%2%

***-****-**--*-*Other (PLEASE SPECIFY)
***%-%*%*%**-%**-%-%*%-%*%

None of these (DO NOT
**534-**3**2--17READ OUT)
**1%4%1%-%**2%**5%-%-%1%1%

aabc

Don't Know (DO NOT READ
***-*-**-**----*OUT)
***%-%*%-%**-%**-%-%-%-%*%

NET: Urgent / Tracked /
**3164928777**98**17553674336Timed Mail
**43%57%42%52%**48%**41%61%45%49%44%

aabd
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1133676301104320181528843853Unweighted total
*10358928295270161407940768Weighted total

**9756724982248**12470**696Standard delivery
**94%96%88%86%92%**88%88%**91%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**6321321542125**6341**298system)
**61%36%76%45%46%**45%52%**39%

bbc

Urgent delivery - on the
same day or a specific

**421121111757**2217**143time the next day
**40%19%40%18%21%**15%22%**19%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

**3286842243**2616**116day delivery)
**31%15%30%24%16%**18%20%**15%

bb

**6272572647**3322**103International delivery
**60%12%20%27%17%**24%28%**13%

abba

**810517**21**13Cross-Border Delivery
**8%2%2%2%3%**1%2%**2%

ab

**-*--****-***Other (PLEASE SPECIFY)
**-%*%-%-%*%***%-%***%

None of these (DO NOT
**1533-**31**7READ OUT)
**1%1%1%4%-%**2%2%**1%

a

Don't Know (DO NOT READ
**-*---***-***OUT)
**-%*%-%-%-%***%-%***%

NET: Urgent / Tracked /
**7023323448137**6743**336Timed Mail
**68%40%83%50%51%**48%54%**44%

bbc
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1853368135681168511102982941147768351853Unweighted total
19450620299731596*88257260*112696336768Weighted total

**424573270670556**78252229**101696274696Standard delivery
**94%92%91%92%93%**88%98%88%**90%100%82%91%

acaac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**164248139282222**56117149**74245298298system)
**37%40%46%39%37%**63%45%57%**66%35%89%39%

abbbbbc

Urgent delivery - on the
same day or a specific

**6812462131108**336269**49127143143time the next day
**15%20%21%18%18%**37%24%27%**43%18%43%19%

babbb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

**51835110381**244956**37100116116day delivery)
**11%13%17%14%14%**27%19%22%**33%14%34%15%

bb

**5582569270**586563**1039279103International delivery
**12%13%19%13%12%**66%25%24%**91%13%24%13%

abababb

**91281310**765**1312513Cross-Border Delivery
**2%2%3%2%2%**8%2%2%**12%2%2%2%

abab

*********-*-**-*-*Other (PLEASE SPECIFY)
***%*%*%*%*%**-%*%-%**-%*%-%*%

None of these (DO NOT
**13335**222**---7READ OUT)
***%1%1%*%1%**2%1%1%**-%-%-%1%

Don't Know (DO NOT READ
****-****---**---*OUT)
***%*%-%*%*%**-%-%-%**-%-%-%*%

NET: Urgent / Tracked /
**184275151311242**62128164**81274336336Timed Mail
**41%44%50%43%41%**70%50%63%**73%39%100%44%

abbbbbc
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
31721245136444651198176259853Unweighted total
52017224335843650172136215768Weighted total

********423567**44150133206696Standard delivery
********98%97%**89%87%98%96%91%

cdcd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

********152217**3611063101298system)
********35%37%**71%64%46%47%39%

ababab

Urgent delivery - on the
same day or a specific

********62108**20553051143time the next day
********14%18%**41%32%22%24%19%

abcabb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

********4078**12432643116day delivery)
********9%13%**24%25%19%20%15%

b

********5272**35433443103International delivery
********12%12%**70%25%25%20%13%

abcabc

********910**365713Cross-Border Delivery
********2%2%**7%3%4%3%2%

a

************--***Other (PLEASE SPECIFY)
*********%*%**-%-%*%*%*%

None of these (DO NOT
********15**23137READ OUT)
*********%1%**4%2%1%2%1%

b

Don't Know (DO NOT READ
************----*OUT)
*********%*%**-%-%-%-%*%

NET: Urgent / Tracked /
********168236**3811867109336Timed Mail
********39%40%**77%69%49%51%44%

ababab
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
682134217031249817558842746844803837853Unweighted total
602132296111208741505756652760710751768Weighted total

559112**569**187681459687596689647683696Standard delivery
93%85%**93%**90%92%91%91%91%91%91%91%91%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

21963**234**112287230293262295283293298system)
36%48%**38%**54%39%45%39%40%39%40%39%39%

babb

Urgent delivery - on the
same day or a specific

10923**105**63142104143126143139143143time the next day
18%18%**17%**30%19%21%19%19%19%20%19%19%

ab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

7726**82**5110993113100115110112116day delivery)
13%19%**13%**24%15%18%15%15%15%16%15%15%

bab

6626**73**73101881009110297102103International delivery
11%20%**12%**35%14%17%13%14%13%14%14%13%

bab

112**10**101310131213131313Cross-Border Delivery
2%1%**2%**5%2%2%2%2%2%2%2%2%

ab

*-*****-********Other (PLEASE SPECIFY)
*%-%***%**-%*%*%*%*%*%*%*%*%

None of these (DO NOT
23**4**355557777READ OUT)
*%3%**1%**2%1%1%1%1%1%1%1%1%

b

Don't Know (DO NOT READ
*-**************OUT)
*%-%***%***%*%*%*%*%*%*%*%*%

NET: Urgent / Tracked /
24665**254**120323251331291332316330336Timed Mail

41%50%**42%**58%44%50%44%45%44%45%44%44%

abb
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
370483688451091565671271515210162853Unweighted total
33843063136981465171021375111154768Weighted total

307389575**871344689211744**133696Standard delivery
91%90%91%**88%92%90%90%86%87%**86%91%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

134164232**4247201496523**76298system)
40%38%37%**43%32%39%48%48%45%**49%39%

cc

Urgent delivery - on the
same day or a specific

5786109**232893232414**36143time the next day
17%20%17%**24%19%18%22%18%28%**24%19%

c

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

536382**231678212415**33116day delivery)
16%15%13%**23%11%15%21%18%29%**22%15%

ccc

465663**251166263215**41103International delivery
14%13%10%**26%7%13%26%23%28%**27%13%

ccbc

6811**238221**313Cross-Border Delivery
2%2%2%**2%2%2%2%2%2%**2%2%

*-***--*-*-****Other (PLEASE SPECIFY)
*%-%*%**-%-%*%-%*%-%***%*%

None of these (DO NOT
715**2-4332**57READ OUT)
2%*%1%**2%-%1%3%2%4%**3%1%

abc

Don't Know (DO NOT READ
-*-**--***-****OUT)
-%*%-%**-%-%*%*%*%-%***%*%

NET: Urgent / Tracked /
152183262**5053219627327**87336Timed Mail

45%43%41%**51%37%42%61%54%53%**57%44%

cbc
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
486679584594827682706687853Unweighted total
396784823637898852756851768Weighted total

**587177**35848844666247696Standard delivery
**87%85%94%**95%94%100%84%87%91%92%91%

dhjdjabcdfhijkl

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**212933**15344620293414298system)
**32%35%40%**41%38%53%37%38%49%27%39%

aahjklahk

Urgent delivery - on the
same day or a specific

**121419**9162991266143time the next day
**18%17%24%**24%18%33%18%16%9%12%19%

babhabcdfhjkl

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

**12716**71129115112116day delivery)
**18%8%20%**19%13%33%21%7%17%4%15%

ahlachjlachjlaabcfghjklachjlah

**101211**47206847103International delivery
**14%14%14%**10%8%23%11%10%6%15%13%

bfbdfg

**111**211211113Cross-Border Delivery
**2%2%1%**4%1%2%3%1%1%3%2%

**---**-------*Other (PLEASE SPECIFY)
**-%-%-%**-%-%-%-%-%-%-%*%

None of these (DO NOT
**-1-**------17READ OUT)
**-%2%-%**-%-%-%-%-%-%1%1%

abcdefgijk

Don't Know (DO NOT READ
**---**---*--**OUT)
**-%-%-%**-%-%-%*%-%-%*%*%

NET: Urgent / Tracked /
**273342**16364822313716336Timed Mail
**41%39%51%**45%41%55%42%41%55%31%44%

aaja
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
193197240223853Unweighted total
190155230194768Weighted total

164142216174696Standard delivery
86%92%94%90%91%

d

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

635810076298system)
33%38%43%39%39%

d

Urgent delivery - on the
same day or a specific

32325525143time the next day
17%21%24%13%19%

aa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

21255119116day delivery)
11%16%22%10%15%

ad

29213320103International delivery
15%14%14%10%13%

424313Cross-Border Delivery
2%2%2%2%2%

-*--*Other (PLEASE SPECIFY)
-%*%-%-%*%

None of these (DO NOT
34-17READ OUT)
1%3%-%*%1%

ab

Don't Know (DO NOT READ
--***OUT)
-%-%*%*%*%

NET: Urgent / Tracked /
747110783336Timed Mail
39%46%46%43%44%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
7022641692062172852137518735Unweighted total
291354206269274617706733Weighted total

21**3213418117**411464482Standard delivery
71%**60%65%67%64%**63%65%66%66%

13**4013916118**411435453Tracked service
45%**75%67%60%67%**70%62%62%62%

aeee

5**1343466**23143149International delivery
18%**24%21%17%22%**25%17%20%20%

Timed delivery (i.e. to
arrive by specific time

3**1544478**24139147/day)
10%**28%21%17%28%**32%22%20%20%

eeaa

Urgent delivery - on the
same day or a specific

3**1244396**13130136time the next day
9%**22%21%15%23%**21%20%18%19%

ee

Cross-Border Delivery
***1651***11314(to ROI)
*%**2%3%2%3%**1%4%2%2%

-**---****--*Other (PLEASE SPECIFY)
-%**-%-%-%*%**1%-%-%*%

a

None of these (DO NOT
-**-11-**--33READ OUT)
-%**-%1%*%-%**-%-%*%*%

Don't Know (DO NOT READ
-**---***-*-*OUT)
-%**-%-%-%1%**-%1%-%*%

a

NET: Urgent / Tracked /
15**4415918721**512503523Timed Mail
51%**81%77%70%76%**80%73%71%71%

eee
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
867885486385864825020843555735Unweighted total
31343863050678111559221144973733Weighted total

232623410**424972****75**54482Standard delivery
74%77%61%65%**63%60%63%****66%**74%66%

bebegjkbbcefghjkbb

161620401**465373****64**49453Tracked service
52%49%52%64%**69%65%64%****56%**67%62%

klmkllll

1075126**151722****35**17149International delivery
32%22%14%20%**22%21%19%****30%**23%20%

eijkijk

Timed delivery (i.e. to
arrive by specific time

477129**161931****21**8147/day)
13%20%18%20%**24%23%27%****18%**11%20%

abm

Urgent delivery - on the
same day or a specific

775117**171619****24**12136time the next day
22%21%13%19%**25%19%16%****21%**17%19%

Cross-Border Delivery
14---**---****-**-14(to ROI)
44%-%-%-%**-%-%-%****-%**-%2%

abcefghi

jkl

-*--**---****-**-*Other (PLEASE SPECIFY)
-%*%-%-%**-%-%-%****-%**-%*%

None of these (DO NOT
-111**---****-**-3READ OUT)
-%2%1%*%**-%-%-%****-%**-%*%

jj

Don't Know (DO NOT READ
---***---****-****OUT)
-%-%-%*%**-%-%-%****-%***%*%

NET: Urgent / Tracked /
192225458**516185****74**53523Timed Mail
60%64%65%73%**77%75%74%****65%**72%71%

mmm
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
806551895462442617243461311625735Unweighted total
63670155578232321528436119818733Weighted total

4643697384153****186****59**482Standard delivery
72%65%63%67%66%****65%****60%**66%

beh

35418101352143****184****62**453Tracked service
55%62%65%61%62%****65%****64%**62%

141353211638****68****27**149International delivery
22%20%21%20%17%****24%****27%**20%

dhdh

Timed delivery (i.e. to
arrive by specific time

161312612139****62****34**147/day)
25%20%16%21%17%****22%****34%**20%

deh

Urgent delivery - on the
same day or a specific

171192211433****61****30**136time the next day
26%18%14%20%14%****21%****31%**19%

hh

Cross-Border Delivery
1124103****6****1**14(to ROI)
2%2%2%2%1%****2%****1%**2%

-*-******-****-***Other (PLEASE SPECIFY)
-%*%-%*%*%****-%****-%***%

None of these (DO NOT
-33-1****-****-**3READ OUT)
-%*%2%-%*%****-%****-%***%

a

Don't Know (DO NOT READ
-**--****-********OUT)
-%*%*%-%-%****-%*****%***%

NET: Urgent / Tracked /
40484109415158****213****81**523Timed Mail
62%72%70%72%68%****75%****83%**71%

ddh
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26811434218717735Unweighted total
26511833527706733Weighted total

17679218**460482Standard delivery
67%67%65%**65%66%

17677189**440453Tracked service
66%65%56%**62%62%

a

713440**146149International delivery
27%29%12%**21%20%

aa

Timed delivery (i.e. to
arrive by specific time

462273**144147/day)
17%18%22%**20%20%

Urgent delivery - on the
same day or a specific

543744**135136time the next day
20%31%13%**19%19%

aac

Cross-Border Delivery
427**1414(to ROI)
2%2%2%**2%2%

-*-****Other (PLEASE SPECIFY)
-%*%-%***%*%

None of these (DO NOT
1-1**33READ OUT)
*%-%*%***%*%

Don't Know (DO NOT READ
--*****OUT)
-%-%*%***%*%

NET: Urgent / Tracked /
19990220**509523Timed Mail

75%76%66%**72%71%

aa
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2633641081253682-116441210472735Unweighted total
218373143440693-**3136178515733Weighted total

137235110**23459************114345482Standard delivery
63%63%77%**57%66%************64%67%66%

bc

15323268**27426************125300453Tracked service
70%62%48%**69%61%************71%58%62%

abaai

736511**16133************5776149International delivery
33%17%8%**40%19%************32%15%20%

abaaiaaiai

Timed delivery (i.e. to
arrive by specific time

527817**13134************3995147/day)
24%21%12%**32%19%************22%18%20%

aaaiai

Urgent delivery - on the
same day or a specific

477414**10126************3789136time the next day
22%20%10%**25%18%************21%17%19%

aa

Cross-Border Delivery
391**113************31014(to ROI)
1%3%1%**1%2%************1%2%2%

-*-**-*************-**Other (PLEASE SPECIFY)
-%*%-%**-%*%************-%*%*%

None of these (DO NOT
111**-3************113READ OUT)
1%*%*%**-%*%************1%*%*%

Don't Know (DO NOT READ
*--**-**************-*OUT)
*%-%-%**-%*%*************%-%*%

NET: Urgent / Tracked /
17327081**30493************143350523Timed Mail

79%72%56%**76%71%************80%68%71%

abaai

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 34  (continuation)                                                                                                                                                    Page 698

QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5481633478550225735544424471735Unweighted total
-421925456519190733498365420733Weighted total

************311349124482346257292482Standard delivery
************68%67%65%66%70%71%70%66%

a

************292317121453315230264453Tracked service
************64%61%64%62%63%63%63%62%

************98111451491048679149International delivery
************21%21%24%20%21%24%19%20%

Timed delivery (i.e. to
arrive by specific time

************8410549147927874147/day)
************18%20%26%20%18%21%18%20%

ac

Urgent delivery - on the
same day or a specific

************849942136907577136time the next day
************18%19%22%19%18%21%18%19%

Cross-Border Delivery
************81361497714(to ROI)
************2%3%3%2%2%2%2%2%

*************--*****Other (PLEASE SPECIFY)
*************%-%-%*%*%*%*%*%

None of these (DO NOT
************33233333READ OUT)
************1%*%1%*%1%1%1%*%

Don't Know (DO NOT READ
********************OUT)
*************%*%*%*%*%*%*%*%

NET: Urgent / Tracked /
************325365141523351260294523Timed Mail
************71%70%74%71%70%71%70%71%
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51251391551206-24-611712735Unweighted total
4741211571423-12-48718733Weighted total

**499011390**************475482Standard delivery
**66%75%72%63%**************66%66%

a

**517310190**************444453Tracked service
**69%60%65%64%**************62%62%

**18203331**************144149International delivery
**25%17%21%22%**************20%20%

Timed delivery (i.e. to
arrive by specific time

**12212435**************146147/day)
**16%18%15%25%**************20%20%

b

Urgent delivery - on the
same day or a specific

**16232922**************135136time the next day
**22%19%19%15%**************19%19%

Cross-Border Delivery
**2322**************1414(to ROI)
**3%2%1%1%**************2%2%

***---****************Other (PLEASE SPECIFY)
***%-%-%-%***************%*%

None of these (DO NOT
**--11**************33READ OUT)
**-%-%1%1%***************%*%

Don't Know (DO NOT READ
**--*-****************OUT)
**-%-%*%-%***************%*%

NET: Urgent / Tracked /
**5584108104**************514523Timed Mail
**74%70%69%73%**************72%71%
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
23521173562305204101494175149303735Unweighted total
13484168565281134391478182151307733Weighted total

**33783399199**272**51105103216482Standard delivery
**70%49%71%71%**62%**65%58%68%70%66%

bac

**308116338164**277**5812785175453Tracked service
**63%69%60%58%**63%**74%70%56%57%62%

aabab

**994410534**111**29472541149International delivery
**21%26%19%12%**25%**37%26%16%13%20%

acabab

Timed delivery (i.e. to
arrive by specific time

**85579047**96**23383052147/day)
**18%34%16%17%**22%**30%21%20%17%20%

aa

Urgent delivery - on the
same day or a specific

**903110445**86**17492936136time the next day
**18%19%18%16%**19%**21%27%19%12%19%

aaa

Cross-Border Delivery
**8595**8**144514(to ROI)
**2%3%2%2%**2%**1%2%2%2%2%

***-****-**--*-*Other (PLEASE SPECIFY)
***%-%*%*%**-%**-%-%*%-%*%

None of these (DO NOT
**3211**2**---33READ OUT)
**1%1%*%*%***%**-%-%-%1%*%

a

Don't Know (DO NOT READ
***-****-**---**OUT)
***%-%*%*%**-%**-%-%-%*%*%

NET: Urgent / Tracked /
**340143380183**328**65148102198523Timed Mail
**70%85%67%65%**75%**83%81%68%65%71%

acabab
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1934462162325021316016873735Unweighted total
*753961992295021015315880733Weighted total

**63288151128352**1019252482Standard delivery
**84%73%76%56%70%**66%59%66%66%

bb

**58242157159292**11411855453Tracked service
**77%61%79%70%58%**75%75%69%62%

bba

**4875555591**444421149International delivery
**64%19%28%24%18%**29%28%26%20%

abb

Timed delivery (i.e. to
arrive by specific time

**2673477075**353618147/day)
**35%18%23%30%15%**23%23%22%20%

aba

Urgent delivery - on the
same day or a specific

**3073634391**333217136time the next day
**40%18%31%19%18%**21%20%21%19%

bb

Cross-Border Delivery
**56358**23214(to ROI)
**7%2%2%2%2%**2%2%2%2%

ab

**-*--****-**Other (PLEASE SPECIFY)
**-%*%-%-%*%***%-%*%*%

None of these (DO NOT
**-3221**22-3READ OUT)
**-%1%1%1%*%**1%1%-%*%

Don't Know (DO NOT READ
**-*-*-****-*OUT)
**-%*%-%*%-%***%*%-%*%

NET: Urgent / Tracked /
**60270172192329**12313660523Timed Mail
**80%68%86%84%66%**81%86%76%71%

bbaa
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
173424225684024531176485519196381203735Unweighted total
16301388554351408*153482523*78329184733Weighted total

**222274387247287**108482280**70252128482Standard delivery
**74%71%70%70%70%**70%100%54%**89%76%70%66%

aacab

**196249337220256**119251453**62204147453Tracked service
**65%64%61%63%63%**78%52%87%**79%62%80%62%

bbcbb

**63801098078**149104126**617662149International delivery
**21%21%20%23%19%**97%22%24%**78%23%33%20%

ababb

Timed delivery (i.e. to
arrive by specific time

**5171957272**5394147**287252147/day)
**17%18%17%21%18%**35%20%28%**36%22%28%20%

bbb

Urgent delivery - on the
same day or a specific

**46791067175**5696136**346560136time the next day
**15%20%19%20%18%**36%20%26%**43%20%32%19%

abbbb

Cross-Border Delivery
**681177**14109**76414(to ROI)
**2%2%2%2%2%**9%2%2%**9%2%2%2%

abab

*********-*-**-*-*Other (PLEASE SPECIFY)
***%*%*%*%*%**-%*%-%**-%*%-%*%

None of these (DO NOT
**23133**---**-1-3READ OUT)
**1%1%*%1%1%**-%-%-%**-%*%-%*%

Don't Know (DO NOT READ
****-****---**-*-*OUT)
***%*%-%*%*%**-%-%-%**-%*%-%*%

NET: Urgent / Tracked /
**207273383247283**128280523**66229164523Timed Mail
**69%70%69%70%69%**84%58%100%**84%69%89%71%

bbcbb
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42012193303975869309254382735Unweighted total
5228192863604670301220369733Weighted total

********2202674252169192314482Standard delivery
********77%74%92%74%56%87%85%66%

cdccdcd

********1802243664244120217453Tracked service
********63%62%78%91%81%55%59%62%

ababceab

********60763863754869149International delivery
********21%21%84%90%25%22%19%20%

abcabc

Timed delivery (i.e. to
arrive by specific time

********48682028783068147/day)
********17%19%44%40%26%14%19%20%

abcabcab

Urgent delivery - on the
same day or a specific

********39701728813180136time the next day
********14%19%38%40%27%14%22%19%

bababcbb

Cross-Border Delivery
********664577914(to ROI)
********2%2%9%7%2%3%2%2%

abc

**********---***Other (PLEASE SPECIFY)
*********%*%-%-%-%*%*%*%

None of these (DO NOT
********23--1113READ OUT)
********1%1%-%-%*%1%*%*%

Don't Know (DO NOT READ
**********-----*OUT)
*********%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
********1922493866273127241523Timed Mail
********67%69%83%94%91%58%65%71%

ababeab
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
538119185571264701504722686716638710735Unweighted total
52112525533*244700498714667707615701733Weighted total

36180**377**169465329468445464415460482Standard delivery
69%64%**71%**69%66%66%66%67%66%67%66%66%

32178**334**182433336443415438377436453Tracked service
62%63%**63%**75%62%67%62%62%62%61%62%62%

abb

9039**108**92147113145138148131146149International delivery
17%31%**20%**38%21%23%20%21%21%21%21%20%

bab

Timed delivery (i.e. to
arrive by specific time

9325**101**57142112146135145131142147/day)
18%20%**19%**23%20%22%20%20%20%21%20%20%

Urgent delivery - on the
same day or a specific

9329**94**55128107131124132118131136time the next day
18%23%**18%**22%18%22%18%19%19%19%19%19%

Cross-Border Delivery
111**10**11139131313121314(to ROI)

2%1%**2%**5%2%2%2%2%2%2%2%2%

ab

*-*****-********Other (PLEASE SPECIFY)
*%-%***%**-%*%*%*%*%*%*%*%*%

None of these (DO NOT
12**1**-32333333READ OUT)
*%2%***%**-%*%*%*%*%*%*%*%*%

b

Don't Know (DO NOT READ
*-*****--*******OUT)
*%-%***%**-%-%*%*%*%*%*%*%*%

NET: Urgent / Tracked /
36193**375**197498383509477505435501523Timed Mail

69%74%**70%**81%71%77%71%72%71%71%71%71%

bb
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
363372497661661054811442446611261735Unweighted total
384350493701681044781422506512273733Weighted total

25023233043107743128814242**161482Standard delivery
65%66%67%61%64%71%65%61%57%64%**59%66%

240213292461156428510217745**195453Tracked service
63%61%59%65%68%61%60%71%71%70%**71%62%

cb

93567325491986436318**74149International delivery
24%16%15%35%29%18%18%30%25%28%**27%20%

accbc

Timed delivery (i.e. to
arrive by specific time

71768017502684376419**75147/day)
18%22%16%24%30%25%17%26%26%29%**27%20%

cb

Urgent delivery - on the
same day or a specific

6472908371982354812**53136time the next day
17%21%18%11%22%18%17%25%19%19%**19%19%

b

Cross-Border Delivery
6882427452**514(to ROI)
2%2%2%2%2%2%1%3%2%3%**2%2%

*-*---*-*-****Other (PLEASE SPECIFY)
*%-%*%-%-%-%*%-%*%-%***%*%

None of these (DO NOT
112-1-212-**23READ OUT)
*%*%*%-%*%-%*%*%1%-%**1%*%

Don't Know (DO NOT READ
-*--*-*-*-****OUT)
-%*%-%-%*%-%*%-%*%-%***%*%

NET: Urgent / Tracked /
273250338541307033611520852**229523Timed Mail

71%72%69%77%77%67%70%80%83%80%**84%71%

cbc
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
446774555266596466665963735Unweighted total
347483815333707641817137733Weighted total

**4249524224445626534030482Standard delivery
**58%59%65%80%71%64%74%64%65%57%81%66%

bjkbdfjk

**4044544324475229434014453Tracked service
**54%53%67%81%71%67%69%72%54%57%38%62%

aaabcjkacjaaacjka

**1119161191024513109149International delivery
**15%23%20%20%27%15%32%13%16%14%25%20%

bcdfkbcdfk

Timed delivery (i.e. to
arrive by specific time

**181791251318716187147/day)
**25%21%11%23%16%19%24%18%19%26%19%20%

Urgent delivery - on the
same day or a specific

**111713158141710979136time the next day
**15%21%17%29%24%20%23%24%11%9%25%19%

bcbbbc

Cross-Border Delivery
**1*2*111*21214(to ROI)
**1%1%2%*%3%2%1%*%3%2%4%2%

**---*-------*Other (PLEASE SPECIFY)
**-%-%-%*%-%-%-%-%-%-%-%*%

None of these (DO NOT
**-11------1-3READ OUT)
**-%2%1%-%-%-%-%-%-%1%-%*%

Don't Know (DO NOT READ
**--------*--*OUT)
**-%-%-%-%-%-%-%-%*%-%-%*%

NET: Urgent / Tracked /
**5156644625525530525216523Timed Mail
**69%68%80%87%74%74%73%74%65%73%44%71%

aaaaacjklaaaaaa
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
185173189188735Unweighted total
191167186189733Weighted total

114118126123482Standard delivery
60%71%68%65%66%

d

10712012898453Tracked service
56%72%69%52%62%

adad

41364032149International delivery
22%21%21%17%20%

Timed delivery (i.e. to
arrive by specific time

40273941147/day)
21%16%21%22%20%

Urgent delivery - on the
same day or a specific

34364125136time the next day
18%22%22%13%19%

aa

Cross-Border Delivery
333514(to ROI)
2%2%1%3%2%

-*--*Other (PLEASE SPECIFY)
-%*%-%-%*%

None of these (DO NOT
11-13READ OUT)
1%*%-%*%*%

Don't Know (DO NOT READ
---**OUT)
-%-%-%*%*%

NET: Urgent / Tracked /
130135137121523Timed Mail

68%81%74%64%71%

ada
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
10643106335397408479726410491457Unweighted total

502996388507496123113911441Weighted total

37**7429738444**112710881132Letters
73%**77%77%76%89%**94%87%78%79%

aaa

36**4618626033**919698731Large Letters
71%**48%48%51%66%**74%61%50%51%

abcabcaababa

22**4315520621**512533554Parcels and packets
44%**45%40%41%42%**44%39%38%38%

ab

None of these (DO NOT
1**27-1****1415READ OUT)
3%**2%2%-%1%**1%1%1%1%

aaa

Don't Know (DO NOT READ
-**----**--22OUT)
-%**-%-%-%-%**-%-%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18218517391771861161709637162591201457Unweighted total

68787312239810414424512143213871651441Weighted total

556156960829210918294**167761231132Letters
81%79%78%78%83%88%76%74%77%**78%87%75%79%

afgjf

33444061444497113160**1144979731Large Letters
49%57%55%50%44%47%49%54%50%**54%56%48%51%

dd

2629304693641588737**943764554Parcels and packets
38%37%41%38%36%39%40%35%30%**44%43%39%38%

e

None of these (DO NOT
1*1132*133**2--15READ OUT)
2%1%1%1%2%*%1%1%2%**1%-%-%1%

Don't Know (DO NOT READ
---2-2---**---2OUT)
-%-%-%*%-%2%-%-%-%**-%-%-%*%

j
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
16312943911066619953434212433141601457Unweighted total
128131333811025901032640211632115471441Weighted total

103102927885450792**253101**84411132Letters
81%78%82%77%86%89%**63%87%**73%87%79%

bebeebeeebe

6167017455731094**15757**6324731Large Letters
48%51%51%51%52%91%**39%49%**55%51%51%

efabcdefhffefeff

4950511344120727**19734**6010554Parcels and packets
38%38%33%40%35%26%**49%29%**52%22%38%

baacdghacdgh

None of these (DO NOT
2131142-**111**2*15READ OUT)
2%1%*%1%*%-%**3%1%**1%*%1%

h

Don't Know (DO NOT READ
-2-2--**-2**--2OUT)
-%*%-%*%-%-%**-%2%**-%-%*%

eh
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3872238285114061457Unweighted total
3682208296913721441Weighted total

2511776875710751132Letters
68%81%83%83%78%79%

cc

22614035326705731Large Letters
61%64%43%38%51%51%

aa

2029125322532554Parcels and packets
55%41%31%33%39%38%

aba

None of these (DO NOT
716-1515READ OUT)
2%1%1%-%1%1%

Don't Know (DO NOT READ
--2-22OUT)
-%-%*%-%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31275239312531404-12634125911451457Unweighted total
2397304726371403-*23*3220112021441Weighted total

163581388**151118************1499691132Letters
68%80%82%**39%80%************74%81%79%

ccbcjcjbcj

156428147**20711************135575731Large Letters
65%59%31%**54%51%************67%48%51%

abaai

139297118**31523************108415554Parcels and packets
58%41%25%**83%37%************54%35%38%

abaabiabiai

None of these (DO NOT
853**114************6715READ OUT)
3%1%1%**4%1%************3%1%1%

abaai

Don't Know (DO NOT READ
--2**-2************-22OUT)
-%-%*%**-%*%************-%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891004414657132081611911457Unweighted total
264516481191953351646127273411351441Weighted total

**********421058750304408113259611321132Letters
**********89%89%79%86%63%89%81%100%79%

dbdfbdfdbcdef

**********35668529225351731731594731Large Letters
**********74%56%55%64%54%57%100%52%51%

aaacdfaacdef

**********21363391152554400299340554Parcels and packets
**********44%30%41%43%86%31%41%30%38%

aaacacabcefac

None of these (DO NOT
**********-*12315**-15READ OUT)
**********-%*%1%1%2%*%*%-%1%

abcabcabc

Don't Know (DO NOT READ
**********-22--2-22OUT)
**********-%*%*%-%-%*%-%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361457Unweighted total
51392973864443-12-286341441Weighted total

**119262349397**************4001132Letters
**86%88%90%89%**************63%79%

**115207216189**************343731Large Letters
**83%69%56%43%**************54%51%

abcaba

**62102121110**************544554Parcels and packets
**45%34%31%25%**************86%38%

abcaa

None of these (DO NOT
***---**************1515READ OUT)
***%-%-%-%**************2%1%

Don't Know (DO NOT READ
**---2**************-2OUT)
**-%-%-%*%**************-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612113362821935613761591352741457Unweighted total

8126310613352591237514581671362721441Weighted total

**1126751057191**207**28102991751132Letters
**89%71%79%74%**55%**47%61%73%65%79%

bacdd

**72361670144**197**378978145731Large Letters
**57%58%50%56%**52%**63%53%58%53%51%

**40038517242**301**46126126244554Parcels and packets
**32%35%39%93%**80%**79%76%93%90%38%

acdcd

None of these (DO NOT
**-785**10**19-415READ OUT)
**-%6%1%2%**3%**2%5%-%1%1%

aab

Don't Know (DO NOT READ
**2-2-**-**----2OUT)
***%-%*%-%**-%**-%-%-%-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731457Unweighted total
*115108538815549115190149801441Weighted total

**1151082388109299**157104281132Letters
**100%100%100%70%61%**83%70%35%79%

aa

**9756726685266**1387938731Large Letters
**84%52%68%55%54%**73%53%48%51%

abb

**6431817174480**886977554Parcels and packets
**55%29%44%48%98%**46%46%97%38%

abbbb

None of these (DO NOT
**---123**-12-15READ OUT)
**-%-%-%8%1%**-%8%-%1%

aa

Don't Know (DO NOT READ
**-2---**---2OUT)
**-%*%-%-%-%**-%-%-%*%
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Table 35  (continuation)                                                                                                                                                    Page 717

QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271457Unweighted total
2677810125547311132*133442454*1026713111441Weighted total

**6959023405941132**80287283**775562421132Letters
**89%89%61%81%100%**61%65%62%**75%83%78%79%

cbcac

**450620296731594**82247247**102670311731Large Letters
**58%61%53%100%52%**62%56%54%**100%100%100%51%

ac

**258326554296340**113387383**61270151554Parcels and packets
**33%32%100%41%30%**85%88%84%**60%40%48%38%

abaabb

None of these (DO NOT
**-----**21111*****15READ OUT)
**-%-%-%-%-%**2%3%2%***%*%*%1%

Don't Know (DO NOT READ
**-----**---**---2OUT)
**-%-%-%-%-%**-%-%-%**-%-%-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
624233783998358693092543821457Unweighted total
825193575595846703012203691441Weighted total

********67986333431921472511132Letters
********90%90%73%61%64%67%68%79%

********4335813448170136212731Large Letters
********57%61%75%68%57%62%58%51%

ac

********2483024670301220369554Parcels and packets
********33%32%100%100%100%100%100%38%

None of these (DO NOT
********-*-----15READ OUT)
********-%*%-%-%-%-%-%1%

Don't Know (DO NOT READ
********-2-----2OUT)
********-%*%-%-%-%-%-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
126219535126943911393892143812311427124914151457Unweighted total
123620547122723411378875141411761403119213901441Weighted total

984148**974**25410886681112900110994511051132Letters
80%73%**79%**74%79%76%79%77%79%79%79%79%

a

601130**608**198706481721621722679714731Large Letters
49%63%**50%**58%51%55%51%53%51%57%51%51%

bbacde

445109**458**171530377544509539486533554Parcels and packets
36%53%**37%**50%38%43%38%43%38%41%38%38%

babbace

None of these (DO NOT
15***15**7159151313111315READ OUT)

1%*%**1%**2%1%1%1%1%1%1%1%1%

Don't Know (DO NOT READ
2-**2**-2-2-2-22OUT)
*%-%***%**-%*%-%*%-%*%-%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
657800120773167256101917721863122301457Unweighted total
659782120474159261101216121259162261441Weighted total

468664983461022308138412939**1391132Letters
71%85%82%63%64%88%80%52%61%66%**62%79%

bababa

31841360136911404949411338**119731Large Letters
48%53%50%49%57%54%49%59%53%64%**53%51%

b

28926540442106823749112027**127554Parcels and packets
44%34%34%57%66%32%37%57%57%45%**56%38%

accbc

None of these (DO NOT
8711222112102**1115READ OUT)
1%1%1%3%2%1%1%1%5%4%**5%1%

Don't Know (DO NOT READ
2-2---2---**-2OUT)
*%-%*%-%-%-%*%-%-%-%**-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
87127144105901371251261401201201361457Unweighted total
70137150165978513114991138135931441Weighted total

5393117125756610613086101101781132Letters
77%68%78%75%78%77%81%87%95%74%75%84%79%

kbcgijklabcefghijkk
l

386476723236858552746849731Large Letters
55%46%51%44%33%42%65%57%58%54%51%52%51%

hhhabghijkghighihhh

275960593328575637545528554Parcels and packets
39%43%40%35%34%33%44%38%41%39%41%30%38%

aaa

None of these (DO NOT
-5415---*-*-15READ OUT)
-%3%3%1%5%-%-%-%*%-%*%-%1%

abcefgabcdefgl

Don't Know (DO NOT READ
---2--------2OUT)
-%-%-%1%-%-%-%-%-%-%-%-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3583323913761457Unweighted total
3573483713651441Weighted total

2642663222801132Letters
74%76%87%77%79%

acd

178140222191731Large Letters
50%40%60%52%51%

cacdc

147120151136554Parcels and packets
41%34%41%37%38%

None of these (DO NOT
96**15READ OUT)
2%2%*%*%1%

abab

Don't Know (DO NOT READ
-2--2OUT)
-%1%-%-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
96409729235038545932479321317Unweighted total
432885334439465122912231269Weighted total

Standard Stamped Mail
25**4422731322**5158138341st Class
58%**52%68%71%47%**39%53%66%66%

ccedcdbcde

Standard Stamped Mail
18**3315722920**5136086272nd Class
42%**39%47%52%42%**43%44%50%49%

ccdde

1st Class large letter
23**2314520215**310514530stamps
54%**28%43%46%33%**29%36%42%42%

cccccde

2nd Class large letter
10**176112710**36295306stamps
23%**20%18%29%22%**25%21%24%24%

b

Franked / metered mail
8**13361514**471091241st Class

19%**16%11%3%31%**38%24%9%10%

abaaaaabeaba

Franked / metered mail
8**15311915**481051212nd Class

20%**17%9%4%33%**34%28%9%10%

ababaaabceaa

1**47132***12527PPI - PPI 1st Class
1%**4%2%3%3%**4%3%2%2%

2**47111***12527PPI - PPI 2nd Class
5%**4%2%3%2%**2%2%2%2%

2**41221**1*2526Bulk Mail
5%**4%4%*%2%**5%1%2%2%

aaab

None of these (DO NOT
***265****-2626READ OUT)
*%**3%2%1%*%**1%-%2%2%

be

Don't Know (DO NOT READ
-**-1-***-*34OUT)
-%**-%*%-%1%**-%1%*%*%

a

Refused (DO NOT READ
-**----**----OUT)
-%**-%-%-%-%**-%-%-%-%
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Table 36                                                                                                                                                                    Page 724

QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217516181966761031478832140561111317Unweighted total

6070641076889512320811137182821491269Weighted total

Standard Stamped Mail
41453771250538614862**126571098341st Class
68%64%59%66%57%56%70%71%56%**69%70%73%66%

eehkehehik

Standard Stamped Mail
3633355235837579168**6737886272nd Class
61%47%55%49%66%39%47%43%61%**37%45%59%49%

bcfghjlchcbcfghjlcfghjlcfhjl

1st Class large letter
24292245537354910533**843967530stamps
40%41%35%42%42%36%40%51%30%**46%48%45%42%

ddddeddddehkdedede

2nd Class large letter
1616142611713326728**362045306stamps
26%22%21%24%19%13%26%32%26%**20%25%30%24%

dhdhdhcdhjkldddh

Franked / metered mail
69710258101221**208151241st Class

10%13%10%9%6%8%8%6%19%**11%9%10%10%

ffgij

Franked / metered mail
81079658111521**125171212nd Class

14%14%11%9%6%8%9%7%19%**6%7%12%10%

ccbcfgij

1212422141**65127PPI - PPI 1st Class
1%2%1%2%3%2%1%2%1%**3%6%1%2%

km

122222-123**63127PPI - PPI 2nd Class
1%2%3%2%2%-%1%1%3%**3%4%1%2%

afghjm

11*2543-72**6-226Bulk Mail
2%1%*%2%4%3%-%3%1%**3%-%1%2%

gkkgklk

None of these (DO NOT
-2321-2342**63-26READ OUT)
-%3%4%2%-%2%2%2%2%**3%4%-%2%

mamammam

Don't Know (DO NOT READ
---4*2--***1--4OUT)
-%-%-%*%*%2%-%-%*%**1%-%-%*%

jl

Refused (DO NOT READ
---------**----OUT)
-%-%-%-%-%-%-%-%-%**-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
1501167363954586943027111832121571317Unweighted total
1121157309961552101233081063096451269Weighted total

Standard Stamped Mail
7276220762836372**19182**58288341st Class
64%66%67%65%66%70%**62%77%**60%63%66%

beh

Standard Stamped Mail
5856915247530642**14542**40336272nd Class
52%49%49%49%55%41%**47%40%**42%73%49%

bcdegbcdefgh

1st Class large letter
4348712940123766**11443**3919530stamps
38%42%42%42%43%65%**37%41%**41%43%42%

cfabcdefhccfcfcf

2nd Class large letter
322746923715131**6819**1611306stamps
28%24%22%25%27%31%**22%18%**17%25%24%

bdfbdf

Franked / metered mail
13111191055222**236**1411241st Class
11%10%6%11%9%21%**7%5%**14%3%10%

badefhadfadef

Franked / metered mail
8112201014822**234**1541212nd Class
7%10%6%10%9%21%**7%4%**15%8%10%

badefhdefh

423719134**7***2-27PPI - PPI 1st Class
3%2%2%2%2%4%**2%*%**2%-%2%

d

324719134**8-**2-27PPI - PPI 2nd Class
3%2%2%2%2%4%**2%-%**3%-%2%

d

32432313***10-**2*26Bulk Mail
2%2%1%2%2%*%**3%-%**3%1%2%

d

None of these (DO NOT
32281821**103**8-26READ OUT)
3%2%2%2%*%1%**3%3%**8%-%2%

aghhhaegh

Don't Know (DO NOT READ
*4-41-******2-4OUT)
*%*%-%*%*%-%***%*%**2%-%*%

eh

Refused (DO NOT READ
------**--**---OUT)
-%-%-%-%-%-%**-%-%**-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3362067604612711317Unweighted total
3002027486212071269Weighted total

Standard Stamped Mail
178127519**7828341st Class

59%63%69%**65%66%

ca

Standard Stamped Mail
141101378**5846272nd Class

47%50%50%**48%49%

a

1st Class large letter
125111287**502530stamps

42%55%38%**42%42%

ac

2nd Class large letter
8561155**283306stamps
28%30%21%**23%24%

aaa

Franked / metered mail
392064**1191241st Class
13%10%9%**10%10%

a

Franked / metered mail
382558**1161212nd Class
13%12%8%**10%10%

aa

1476**2727PPI - PPI 1st Class
5%3%1%**2%2%

aa

1556**2627PPI - PPI 2nd Class
5%3%1%**2%2%

aa

1548**2626Bulk Mail
5%2%1%**2%2%

a

None of these (DO NOT
9410**2626READ OUT)
3%2%1%**2%2%

a

Don't Know (DO NOT READ
2-1**44OUT)
1%-%*%***%*%

Refused (DO NOT READ
---**--OUT)
-%-%-%**-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2666943579381279-11432922810511317Unweighted total
1946554203211248-*21*1817310761269Weighted total

Standard Stamped Mail
89429317****827************817468341st Class
46%65%75%****66%************47%69%66%

cbcbjbj

Standard Stamped Mail
69345213****622************645586272nd Class
35%53%51%****50%************37%52%49%

ccbjbj

1st Class large letter
83299147****522************76446530stamps
43%46%35%****42%************44%41%42%

aa

2nd Class large letter
5219162****300************47253306stamps
27%29%15%****24%************27%24%24%

aa

Franked / metered mail
594916****117************52651241st Class
30%8%4%****9%************30%6%10%

abaaiaai

Franked / metered mail
66496****114************59551212nd Class
34%7%1%****9%************34%5%10%

abaaiaai

12131****20************61427PPI - PPI 1st Class
6%2%*%****2%************3%1%2%

abaabia

14112****20************71327PPI - PPI 2nd Class
7%2%*%****2%************4%1%2%

ababiai

197-****21************14726Bulk Mail
10%1%-%****2%************8%1%2%

abaabiaai

None of these (DO NOT
5183****24************32126READ OUT)
3%3%1%****2%************2%2%2%

aaabi

Don't Know (DO NOT READ
-31****4************-44OUT)
-%*%*%*****%************-%*%*%

Refused (DO NOT READ
---****-************---OUT)
-%-%-%****-%************-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701186909385519131781411891317Unweighted total
264516481188843326477126973411331269Weighted total

Standard Stamped Mail
**********257975352063018344677728341st Class
**********52%67%64%63%63%66%64%68%66%

bcbdf

Standard Stamped Mail
**********205934281712266273205856272nd Class
**********42%50%51%52%47%49%44%52%49%

bbbb

1st Class large letter
**********18500378156231530437455530stamps
**********38%42%45%48%48%42%60%40%42%

aacacacdef

2nd Class large letter
**********1728122096137306254255306stamps
**********37%24%26%30%29%24%35%22%24%

aaacacacdf

Franked / metered mail
**********171009556611241051071241st Class
**********36%8%11%17%13%10%14%9%10%

acacfaac

Franked / metered mail
**********1596995856121981091212nd Class
**********32%8%12%18%12%10%13%10%10%

aabcdfac

**********22124132227251827PPI - PPI 1st Class
**********5%2%3%4%5%2%3%2%2%

aacaca

**********2212391927261627PPI - PPI 2nd Class
**********5%2%3%3%4%2%4%1%2%

aacac

***********2122181626192326Bulk Mail
***********%2%3%5%3%2%3%2%2%

abcf

None of these (DO NOT
**********-26831526191626READ OUT)
**********-%2%1%1%3%2%3%1%2%

aeff

Don't Know (DO NOT READ
**********-4*-24414OUT)
**********-%*%*%-%1%*%1%*%*%

Refused (DO NOT READ
**********---------OUT)
**********-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62203243733944-22-585021317Unweighted total
51392973864422-1*-274671269Weighted total

Standard Stamped Mail
**65176281309**************2998341st Class
**47%59%73%70%**************64%66%

dcdcd

Standard Stamped Mail
**59143206217**************2236272nd Class
**43%48%53%49%**************48%49%

d

1st Class large letter
**55135177159**************226530stamps
**40%45%46%36%**************48%42%

aa

2nd Class large letter
**46749194**************135306stamps
**33%25%24%21%**************29%24%

abc

Franked / metered mail
**47432013**************611241st Class
**34%14%5%3%**************13%10%

abcab

Franked / metered mail
**45501610**************551212nd Class
**33%17%4%2%**************12%10%

abcab

**95112**************1727PPI - PPI 1st Class
**6%2%3%1%**************4%2%

abca

**9782**************1427PPI - PPI 2nd Class
**6%2%2%1%**************3%2%

abca

**12157**************1426Bulk Mail
**8%*%1%1%**************3%2%

abc

None of these (DO NOT
**61155**************1526READ OUT)
**4%4%1%1%**************3%2%

abab

Don't Know (DO NOT READ
**--*4**************24OUT)
**-%-%*%1%**************1%*%

Refused (DO NOT READ
**----**************--OUT)
**-%-%-%-%**************-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
131304941223236192646571271132161317Unweighted total

81261841186201122644451211081991269Weighted total

Standard Stamped Mail
**83145790134**159**1476701388341st Class
**66%53%67%67%**60%**31%63%65%70%66%

bddd

Standard Stamped Mail
**6253459387**132**166063866272nd Class
**50%40%50%43%**50%**37%50%58%43%49%

ad

1st Class large letter
**5264148995**127**146153101530stamps
**42%49%41%47%**48%**30%50%49%51%42%

ddd

2nd Class large letter
**3042428247**84**7413750306stamps
**24%28%24%23%**32%**16%34%35%25%24%

cdd

Franked / metered mail
**124811629**29**141112241241st Class
**10%10%10%14%**11%**31%9%11%12%10%

abc

Franked / metered mail
**118911225**28**151210191212nd Class
**9%10%9%12%**11%**32%10%9%10%10%

abc

**271267**15**553827PPI - PPI 1st Class
**2%1%2%3%**6%**12%5%3%4%2%

ab

**26*265**13**572527PPI - PPI 2nd Class
**2%*%2%2%**5%**11%6%1%3%2%

ab

**26522***15**102*326Bulk Mail
**2%6%2%*%**6%**23%2%*%1%2%

acabc

None of these (DO NOT
**262243**11**210-426READ OUT)
**2%2%2%2%**4%**4%8%-%2%2%

bab

Don't Know (DO NOT READ
**313***2**--*24OUT)
***%1%*%*%**1%**-%-%*%1%*%

a
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
131304941223236192646571271132161317Unweighted total

81261841186201122644451211081991269Weighted total

Refused (DO NOT READ
**----**-**-----OUT)
**-%-%-%-%**-%**-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113339512539419202124471317Unweighted total
*115108238812335415190117451269Weighted total

Standard Stamped Mail
**8773929472229**10670**8341st Class
**75%68%76%59%65%**56%60%**66%

ba

Standard Stamped Mail
**5256917549177**8647**6272nd Class
**45%53%45%40%50%**45%40%**49%

ab

1st Class large letter
**7443422160170**8858**530stamps
**64%40%57%49%48%**47%50%**42%

bb

2nd Class large letter
**342449533104**5730**306stamps
**30%23%24%27%29%**30%25%**24%

b

Franked / metered mail
**23106341051**238**1241st Class
**20%10%9%8%14%**12%7%**10%

ab

Franked / metered mail
**18108321145**269**1212nd Class
**16%10%8%9%13%**14%8%**10%

ab

**2158418**74**27PPI - PPI 1st Class
**2%1%2%3%5%**3%3%**2%

**2148216**72**27PPI - PPI 2nd Class
**2%1%2%2%5%**4%2%**2%

b

**5211188**126**26Bulk Mail
**4%2%3%7%2%**7%5%**2%

a

None of these (DO NOT
**41210510**87**26READ OUT)
**3%1%3%4%3%**4%6%**2%

bb

Don't Know (DO NOT READ
**-11-2**3-**4OUT)
**-%*%*%-%1%**2%-%***%

b

Refused (DO NOT READ
**-----**--**-OUT)
**-%-%-%-%-%**-%-%**-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414468111188112036835311367393261317Unweighted total
2677810124007311132*103335332*1026703111269Weighted total

Standard Stamped Mail
**433834253467772**59221215**714342268341st Class
**56%82%63%64%68%**58%66%65%**69%65%73%66%

bbb

Standard Stamped Mail
**627439198319585**42167155**423041336272nd Class
**81%43%50%44%52%**41%50%47%**41%45%43%49%

abb

1st Class large letter
**295530194436455**53161175**65404210530stamps
**38%52%48%60%40%**52%48%53%**64%60%67%42%

baacb

2nd Class large letter
**306239118254255**3510291**28239109306stamps
**39%24%29%35%22%**34%30%27%**28%36%35%24%

aaa

Franked / metered mail
**8712452105107**194645**23101371241st Class
**11%12%13%14%9%**19%14%14%**23%15%12%10%

aaab

Franked / metered mail
**121914898109**164245**1695321212nd Class
**16%9%12%13%10%**15%13%13%**16%14%10%10%

aa

**2227202518**41214**5201127PPI - PPI 1st Class
**3%3%5%3%2%**4%4%4%**5%3%3%2%

aa

**2721172616**51410**6211127PPI - PPI 2nd Class
**3%2%4%4%1%**5%4%3%**5%3%4%2%

aa

**1621121723**71212**414726Bulk Mail
**2%2%3%2%2%**7%3%4%**4%2%2%2%

None of these (DO NOT
**--131916**7812**5131226READ OUT)
**-%-%3%3%1%**6%2%3%**4%2%4%2%

ab

Don't Know (DO NOT READ
**--241**--2**1144OUT)
**-%-%1%1%*%**-%-%1%**1%*%1%*%

b

Refused (DO NOT READ
**-----**---**----OUT)
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
321213383998053572462193251317Unweighted total
523173175595642572271782871269Weighted total

Standard Stamped Mail
********41578224361551072108341st Class
********55%82%57%64%68%60%73%66%

bbe

Standard Stamped Mail
********58941817251191251416272nd Class
********78%44%40%45%53%70%49%49%

aacde

1st Class large letter
********280499223513481159530stamps
********37%52%52%62%59%46%55%42%

bbbb

2nd Class large letter
********2782281219708276306stamps
********37%24%29%33%31%46%27%24%

aace

Franked / metered mail
********8311413102728421241st Class
********11%12%31%18%12%16%14%10%

abc

Franked / metered mail
********118861182536341212nd Class
********16%9%27%14%11%20%12%10%

aacac

********2019321181227PPI - PPI 1st Class
********3%2%7%4%5%5%4%2%

********221443711927PPI - PPI 2nd Class
********3%2%10%5%3%6%3%2%

aac

********13174885926Bulk Mail
********2%2%9%14%4%3%3%2%

ababc

None of these (DO NOT
********87*445826READ OUT)
********1%1%*%7%2%3%3%2%

c

Don't Know (DO NOT READ
********-1--2--4OUT)
********-%*%-%-%1%-%-%*%

Refused (DO NOT READ
********--------OUT)
********-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115016732115133461259804130111021295114612871317Unweighted total
109817244108322951215767124810211243106212341269Weighted total

Standard Stamped Mail
74094**722**2127994878176528136968128341st Class

67%55%**67%**72%66%63%65%64%65%66%66%66%

aab

Standard Stamped Mail
55473**546**1456083636215006135166116272nd Class

50%43%**50%**49%50%47%50%49%49%49%50%49%

1st Class large letter
44881**446**145514346520443523477520530stamps

41%47%**41%**49%42%45%42%43%42%45%42%42%

b

2nd Class large letter
26540**260**84298185301259299277297306stamps

24%23%**24%**28%25%24%24%25%24%26%24%24%

Franked / metered mail
11014**107**28121791221061221161211241st Class

10%8%**10%**9%10%10%10%10%10%11%10%10%

Franked / metered mail
10615**105**25118731191041191151171212nd Class

10%9%**10%**9%10%9%10%10%10%11%10%10%

207**19**52713272027272727PPI - PPI 1st Class
2%4%**2%**2%2%2%2%2%2%3%2%2%

1611**19**52716272327272727PPI - PPI 2nd Class
1%6%**2%**2%2%2%2%2%2%2%2%2%

b

188**19**132222262426242626Bulk Mail
2%5%**2%**4%2%3%2%2%2%2%2%2%

bab

None of these (DO NOT
197**19**81718241923172026READ OUT)

2%4%**2%**3%1%2%2%2%2%2%2%2%

Don't Know (DO NOT READ
*4**2**143444444OUT)
*%2%***%***%*%*%*%*%*%*%*%*%

b

Refused (DO NOT READ
--**-**---------OUT)
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
57274511195813224192914416851111741317Unweighted total
55571410925512024589712215649151671269Weighted total

Standard Stamped Mail
3564787362376161602678829**988341st Class

64%67%67%41%63%66%67%55%57%58%**58%66%

bbaa

Standard Stamped Mail
2843435482554124448526525**706272nd Class

51%48%50%45%45%50%50%43%42%50%**42%49%

1st Class large letter
2342964571656103367588118**82530stamps

42%41%42%29%47%42%41%47%52%37%**49%42%

bb

2nd Class large letter
144162260103569202334714**50306stamps

26%23%24%19%29%28%23%27%30%28%**30%24%

Franked / metered mail
457910399238319224**201241st Class

8%11%9%17%8%9%9%15%14%8%**12%10%

b

Franked / metered mail
4576981011327215253**221212nd Class

8%11%9%18%9%13%8%13%16%6%**13%10%

cb

161018*9217861**827PPI - PPI 1st Class
3%1%2%*%7%1%2%7%4%3%**5%2%

bcbc

1891817116962**727PPI - PPI 2nd Class
3%1%2%2%6%1%2%8%4%4%**4%2%

acbc

91816*10-121584**1226Bulk Mail
2%2%2%1%8%-%1%12%5%8%**7%2%

bcbc

None of these (DO NOT
2061357715444**626READ OUT)

4%1%1%9%6%3%2%3%2%7%**4%2%

acc

Don't Know (DO NOT READ
-42-2-4*21**34OUT)
-%1%*%-%2%-%*%*%1%2%**2%*%

c

Refused (DO NOT READ
----------**--OUT)
-%-%-%-%-%-%-%-%-%-%**-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710512690791321141181311081081291317Unweighted total
63112130140827611713887120119861269Weighted total

Standard Stamped Mail
3664869956557793507479658341st Class
57%57%66%71%69%73%66%67%58%62%67%75%66%

ddklcdkl

Standard Stamped Mail
4152627143406167425354416272nd Class
65%47%48%51%52%53%52%48%48%44%45%48%49%

abcdejk

1st Class large letter
283751543831676841503431530stamps
44%33%39%38%46%41%57%49%47%42%29%35%42%

bbabcgijkabkbkb

2nd Class large letter
192529302124373025241724306stamps
31%23%22%21%26%32%32%22%28%20%14%27%24%

bbcbcbb

Franked / metered mail
819919289101291191241st Class

12%17%7%13%2%11%8%7%13%7%10%10%10%

hcefhjhhhhh

Franked / metered mail
813121625141210151041212nd Class

12%12%9%12%3%7%12%9%11%12%8%5%10%

ahahhahhah

36423*2*22*127PPI - PPI 1st Class
5%6%3%1%3%1%2%*%3%2%*%1%2%

begabeg

35323141221*27PPI - PPI 2nd Class
5%5%2%1%3%2%4%1%2%2%*%*%2%

aaa

2--5414-242326Bulk Mail
3%-%-%3%5%1%4%-%3%3%2%3%2%

ejejkejjj

None of these (DO NOT
-1173122142-26READ OUT)
-%1%1%5%4%2%2%1%2%3%2%-%2%

aaa

Don't Know (DO NOT READ
--1--*----2-4OUT)
-%-%1%-%-%*%-%-%-%-%2%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3083013633451317Unweighted total
3042983423251269Weighted total

Standard Stamped Mail
1852112202188341st Class

61%71%64%67%66%

d

Standard Stamped Mail
1551541701486272nd Class

51%52%50%46%49%

1st Class large letter
116123176115530stamps

38%41%52%35%42%

acd

2nd Class large letter
74759265306stamps
24%25%27%20%24%

a

Franked / metered mail
362931281241st Class
12%10%9%9%10%

Franked / metered mail
332435281212nd Class
11%8%10%9%10%

1355327PPI - PPI 1st Class
4%2%2%1%2%

ab

1167227PPI - PPI 2nd Class
3%2%2%1%2%

a

2107826Bulk Mail
1%3%2%3%2%

dd

None of these (DO NOT
3116626READ OUT)
1%4%2%2%2%

d

Don't Know (DO NOT READ
1*-24OUT)
*%*%-%1%*%

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
4623521932451831735131606789Unweighted total
251744227313222515813834Weighted total

****853546****41661720-24%
****17%23%17%27%****28%20%21%

aca

****224342****1879025-49%
****5%10%11%11%****8%11%11%

c

****738765****418118650-74%
****17%17%24%24%****26%22%22%

b

****26951156****430030675-100%
****60%42%37%27%****27%37%37%

abeeebe

****118332****27780Don't know
****1%8%11%10%****10%10%10%

ce

****4420928020****14735755Answered
****69.0257.0059.6349.29****50.3357.1156.91Mean

beeebe
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
9810589497383865954618873674789Unweighted total
414537712505386148622212657109834Weighted total

10911143****1740****10**271720-24%
24%20%29%20%****20%27%****8%**25%21%

ciciciciciccibcijci

105371****925****11**129025-49%
25%12%8%10%****11%17%****9%**11%11%

habceghijhhehh
kl

688164****2034****29**2518650-74%
15%17%22%23%****24%23%****23%**23%22%

122013261****2443****63**3830675-100%
30%44%35%37%****28%29%****50%**35%37%

efgmefgmaefgjkm

23272****157****12**880Don't know
5%7%6%10%****18%5%****9%**7%10%

acfhjklmfklmfklm

394135639****70141****114**101755Answered
48.2558.1454.2857.50****52.8550.72****69.46**53.8656.91Mean

ememefmemefmaefgjkl

m
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cbaSignificance Level: 95%
82707220569352551815384206537789Unweighted total
72762207628363721819182185828834Weighted total

11161391349023**287**9**1720-24%
15%21%19%21%25%32%**15%9%**15%**21%

debdebde

117820704110**176**10**9025-49%
16%10%10%11%11%14%**9%7%**18%**11%

de

12174531347017**5024**18**18650-74%
17%23%25%21%19%23%**26%29%**31%**22%

hh

292788022612513**7740**16**30675-100%
40%36%39%36%35%18%**40%49%**28%**37%

ggabgh

9711565379**185**5**80Don't know
12%9%7%10%10%13%**10%7%**8%**10%

6369219256332662**17376**53**755Answered
61.8856.4659.3456.0853.0045.05**61.5767.05**56.14**56.91Mean

aghabgh
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
18611648037752789Unweighted total
17812751953782834Weighted total

443293**1591720-24%
25%25%18%**20%21%

a

251946**819025-49%
14%15%9%**10%11%

a

3734115**17418650-74%
21%27%22%**22%22%

5234213**29430675-100%
29%27%41%**38%37%

bc

20852**7480Don't know
11%6%10%**10%10%

158119468**708755Answered
50.2450.3060.61**57.4856.91Mean

bc
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Table 37  (continuation)                                                                                                                                                    Page 743

Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
96432261612777-1122684693789Unweighted total
8942931738827-*2**581746834Weighted total

319150****166************251411720-24%
35%21%16%****20%************31%19%21%

abai

105228****90************10809025-49%
11%12%9%****11%************12%11%11%

2010462****186************2016618650-74%
23%24%20%****23%************25%22%22%

20142144****305************1928630675-100%
23%33%46%****37%************23%38%37%

bcbb

74033****79************77380Don't know
8%9%10%****10%************9%10%10%

82389284****747************74673755Answered
42.7654.6864.04****57.29************45.0758.6356.91Mean

cbcbb
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
12-41127744527208299789461735789Unweighted total
22-1725797535206301834467772834Weighted total

************15511854661721131561720-24%
************19%22%26%22%21%24%20%21%

************895529379055829025-49%
************11%10%14%12%11%12%11%11%

************182133457918612417218650-74%
************23%25%22%26%22%26%22%22%

************298181539430612929030675-100%
************37%34%26%31%37%28%38%37%

bebebde

************7448252680477280Don't know
************9%9%12%8%10%10%9%10%

************723487181276755420701755Answered
************57.8054.8648.6953.3756.9150.2857.4856.91Mean

bebebe
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
4781752642682-11-12294789Unweighted total
465176281309*-**-*2299834Weighted total

**24436142**************641720-24%
**36%24%22%14%**************21%21%

abaa

**8322228**************379025-49%
**13%18%8%9%**************12%11%

ab

**13316973**************7918650-74%
**20%18%24%24%**************27%22%

**116499132**************9430675-100%
**17%36%35%43%**************31%37%

ddd

**863133**************2680Don't know
**13%3%11%11%**************9%10%

ccc

**56170250276**************274755Answered
**38.7252.3556.0964.65**************53.7756.91Mean

ddbcd
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
778251738147101424166570144789Unweighted total
38314579013481593147670138834Weighted total

**1701216020**46****2111271720-24%
**20%28%20%15%**29%****28%15%20%21%

c

**8968415**18****88199025-49%
**11%13%11%12%**11%****11%11%14%11%

**186817945**34****12184918650-74%
**22%18%23%34%**21%****15%25%35%22%

ac

**3061129548**43****20293930675-100%
**37%26%37%36%**27%****27%41%28%37%

**797725**19****156580Don't know
**10%16%9%4%**12%****19%8%4%10%

ca

**75237717129**140****6165133755Answered
**57.1046.0957.4859.34**48.23****47.7359.7254.3956.91Mean

bac
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
1896972796823115986717789Unweighted total
*8773929472229121067019834Weighted total

**16153431848**2718**1720-24%
**18%21%15%25%21%**26%26%**21%

a

**157734631**96**9025-49%
**17%10%12%8%13%**9%9%**11%

**29162811762**1814**18650-74%
**34%22%28%23%27%**17%20%**22%

b

**232841062074**3720**30675-100%
**26%38%36%28%32%**35%29%**37%

c

**464291115**1411**80Don't know
**5%9%10%15%6%**14%16%**10%

a

**8367526561215**9159**755Answered
**52.9857.5858.6850.5654.17**52.4949.22**56.91Mean
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
8439789256459735166228203178422217789Unweighted total

13433834253467772*59221215*71434226834Weighted total

**13117251113156**184940**21109411720-24%
**30%21%20%24%20%**30%22%19%**30%25%18%21%

aaaa

**7490335582**83029**1050349025-49%
**17%11%13%12%11%**13%13%13%**14%11%15%11%

a

**9818670124172**185360**251126118650-74%
**23%22%28%26%22%**31%24%28%**35%26%27%22%

**8230684128290**137562**131236030675-100%
**19%37%33%28%38%**21%34%29%**19%28%27%37%

bb

**5080154772**31523**1392980Don't know
**11%10%6%10%9%**5%7%11%**2%9%13%10%

cc

**384755239420701**57206191**69394197755Answered
**41.7156.9154.9050.2857.48**45.9454.3953.73**45.4150.3151.5456.91Mean

bb
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
1814174227302834151117216789Unweighted total
2911184157822436155107210834Weighted total

********130155****2639381720-24%
********31%20%****17%36%18%21%

aac

********7187****2417279025-49%
********17%11%****16%16%13%11%

a

********86171****41265618650-74%
********21%22%****26%24%26%22%

********86300****53197630675-100%
********21%38%****34%18%36%37%

bbb

********4369****1161380Don't know
********10%9%****7%6%6%10%

********373712****144101197755Answered
********41.8157.96****55.5439.7357.0156.91Mean

bbb
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
70584196942222754477777652773684771789Unweighted total
74094277222212799487817652813696812834Weighted total

15418**152**36168871721341701461701720-24%
21%19%**21%**17%21%18%21%21%21%21%21%21%

7812**81**23855088688777879025-49%
10%13%**11%**11%11%10%11%10%11%11%11%11%

16224**153**5418112018614818216018218650-74%
22%26%**21%**25%23%25%23%23%22%23%22%22%

27531**273**7329618429824630325730330675-100%
37%33%**38%**34%37%38%37%38%37%37%37%37%

718**64**266846735571567180Don't know
10%9%**9%**12%9%9%9%9%9%8%9%10%

66986**658**185730441744597741640741755Answered
57.1854.80**57.17**57.6856.8358.5956.5357.1057.0056.4857.0056.91Mean
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
3494406922472142568778923594789Unweighted total
3564787362376161602678829898834Weighted total

8092148**20411072424****271720-24%
23%19%20%**27%25%18%36%27%****28%21%

bb

385178**6265588****109025-49%
11%11%11%**7%16%9%11%9%****11%11%

b

84102159**21331411311****1518650-74%
24%21%22%**28%20%23%19%13%****15%22%

119187278**24472431434****3530675-100%
34%39%38%**32%29%40%21%39%****36%37%

ac

344674**51556910****1180Don't know
9%10%10%**6%9%9%13%11%****11%10%

322432662**711465475978****87755Answered
54.2058.9357.74**51.9750.9459.9642.3853.18****50.8156.91Mean

ac
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
426085644878707465686174789Unweighted total
366486995655779350747965834Weighted total

**131930**11231671116111720-24%
**20%22%30%**20%30%18%14%15%20%17%21%

cdhcdh

**12812**58755959025-49%
**18%9%12%**9%10%8%10%7%12%8%11%

acegj

**171610**52725122361718650-74%
**27%18%10%**10%35%27%25%32%8%27%22%

bgibgijbgijbgibgibgibgi

**203930**2913382526402330675-100%
**32%45%30%**52%17%41%50%35%50%35%37%

fhlacfhiklffhiklffhiklf

**2418**566188880Don't know
**4%5%18%**9%8%7%1%11%10%13%10%

ddejkdjkdddd

**618281**50718650667157755Answered
**56.2058.0148.41**65.4444.5258.1463.5860.0461.6959.7756.91Mean

ffffilffilfff
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
187190209203789Unweighted total
185211220218834Weighted total

404847381720-24%
21%23%21%17%21%

282220209025-49%
15%10%9%9%11%

4035654718650-74%
22%17%29%21%22%

c

6874768930675-100%
36%35%35%41%37%

1032132480Don't know
6%15%6%11%10%

bdbd

175178207194755Answered
55.6056.7254.7660.5756.91Mean
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
3317461441881601339108472632Unweighted total
181633157229202513608627Weighted total

******45595****31561610-24%
******29%26%25%****26%26%26%

******15323****2798225-49%
******10%14%15%****14%13%13%

abc

******33414****211211650-74%
******21%18%20%****16%18%18%

cabe

******48716****520320975-100%
******31%31%31%****35%33%33%

******15252****15859Don't know
******10%11%8%****9%9%9%

******14220318****12550568Answered
******51.9450.9250.80****52.7852.8352.76Mean
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
878083382413049654718492360632Unweighted total
363335523583757916820673788627Weighted total

6117137******23********291610-24%
17%32%20%26%******25%********33%26%

mkmm

43371******19********118225-49%
11%10%10%14%******21%********12%13%

iiiiii

108593******18********1711650-74%
27%23%14%18%******20%********19%18%

ck

15918168******27********2720975-100%
41%27%51%32%******29%********30%33%

cacefgjlacefgjl

23253******4********459Don't know
4%8%5%10%******4%********5%9%

afkmm

353033470******87********83568Answered
61.6747.9063.3951.67******48.15********48.5352.76Mean

acfjlacefjlc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cbaSignificance Level: 95%
76556186446313351612346105037632Unweighted total
5856915247530642101454294033627Weighted total

151463512679****30********1610-24%
26%26%23%26%26%****20%********26%

aehaa

676156737****23********8225-49%
10%13%10%14%12%****16%********13%

7108308649****33********11650-74%
12%19%20%18%16%****23%********18%

2418556154114****52********20975-100%
42%32%37%32%37%****36%********33%

ggggg

554174327****7********59Don't know
9%9%11%9%9%****5%********9%

ehe

53515136432279****138********568Answered
57.1952.3155.1352.0254.19****56.40********52.76Mean

dbd
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1439738629603632Unweighted total
14110137843584627Weighted total

2732103**1441610-24%
19%31%27%**25%26%

cc

261341**788225-49%
18%13%11%**13%13%

a

221873**10811650-74%
16%17%19%**19%18%

4831128**19720975-100%
34%31%34%**34%33%

19732**5759Don't know
13%7%9%**10%9%

12294345**527568Answered
52.9748.8953.54**53.3052.76Mean
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
81357194411621-1-12770551632Unweighted total
6934521315622-*-**464558627Weighted total

268649****157************221351610-24%
37%25%23%****25%************34%24%26%

ab

95915****82************8748225-49%
12%17%7%****13%************13%13%13%

a

156536****116************1510011650-74%
22%19%17%****19%************24%18%18%

710894****209************720220975-100%
10%31%44%****34%************10%36%33%

cbcbb

122719****59************124759Don't know
18%8%9%****10%************19%8%9%

abai

56318194****563************52512568Answered
33.2751.2760.87****53.11************35.3054.9152.76Mean

cbcbb
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Table 38  (continuation)                                                                                                                                                    Page 759

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-1171830575434177223632340594632Unweighted total
-*221020593428171226627320585627Weighted total

************15510745781611091401610-24%
************26%25%26%34%26%34%24%26%

acfacf

************805921388256758225-49%
************13%14%12%17%13%17%13%13%

************1108442421165611011650-74%
************19%20%25%19%18%17%19%18%

************19114240462095820720975-100%
************32%33%23%20%33%18%35%33%

bdebdebde

************5636232259415359Don't know
************9%8%13%10%9%13%9%9%

f

************537392148204568278532568Answered
************52.1152.4548.0341.1352.7639.6954.4452.76Mean

bdbdbdbde
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3751422082042-11-23216632Unweighted total
259143206217*-**-*2223627Weighted total

**19464452**************771610-24%
**32%32%21%24%**************35%26%

b

**12232424**************368225-49%
**19%16%12%11%**************16%13%

**8294039**************4211650-74%
**13%20%19%18%**************19%18%

**13407284**************4620975-100%
**22%28%35%39%**************20%33%

dcd

**852619**************2259Don't know
**14%4%13%9%**************10%9%

cc

**51138180198**************201568Answered
**42.9948.4455.4955.73**************41.1252.76Mean

dd
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
662632600969118217496293632Unweighted total
262534593877132*16606386627Weighted total

**161**15536**40******15361610-24%
**26%**26%41%**30%******24%42%26%

b

**82**8012**23******9178225-49%
**13%**14%14%**17%******15%20%13%

**115**10511**30******141511650-74%
**18%**18%12%**23%******23%17%18%

c

**209**20425**20******181820975-100%
**33%**34%29%**15%******29%21%33%

ba

**58**494**18******6*59Don't know
**9%**8%4%**14%******9%*%9%

acaa

**567**54483**114******5786568Answered
**52.79**52.8041.98**41.48******49.2138.8452.76Mean
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
158583174431807794320632Unweighted total
*52569175491774864725627Weighted total

**2513858**67**31****1610-24%
**47%24%33%**38%**36%****26%

bbb

**97136**34**5****8225-49%
**17%12%21%**19%**6%****13%

b

**910532**28**23****11650-74%
**18%18%19%**16%**26%****18%

**420525**39**11****20975-100%
**8%36%14%**22%**13%****33%

ac

**55124**8**17****59Don't know
**10%9%14%**5%**20%****9%

a

**47519151**169**69****568Answered
**29.5554.6737.77**39.76**40.44****52.76Mean

ac
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
7632447201339594146175142148324135632Unweighted total
9627439198319585*42167155*42304133627Weighted total

**16115275109140****6855****106501610-24%
**26%35%38%34%24%****41%35%****35%38%26%

baaab

**8274345675****2627****52278225-49%
**13%17%17%17%13%****16%18%****17%20%13%

**116933656110****2827****531611650-74%
**18%21%18%17%19%****17%17%****17%12%18%

**209714158207****3327****561220975-100%
**33%16%21%18%35%****20%18%****18%9%33%

abcac

**5949124153****1219****372859Don't know
**9%11%6%13%9%****7%12%****12%21%9%

cb

**568390186278532****156136****267106568Answered
**52.7639.3640.0039.7154.44****38.9138.44****39.4830.7052.76Mean

abcac
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
177215984262124115142145632Unweighted total
276225894181725119125141627Weighted total

********146147****4743701610-24%
********25%35%****40%34%50%26%

bb

********7073****2021268225-49%
********12%17%****17%17%18%13%

b

********11086****23282111650-74%
********19%21%****19%22%15%18%

********20869****19271520975-100%
********35%16%****16%21%11%33%

aa

********5544****107859Don't know
********9%10%****8%6%6%9%

********534374****109118132568Answered
********54.5139.30****36.5941.9430.8152.76Mean

aa
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
56567135591164612368627525620536618632Unweighted total
5547316546*145608363621500613516611627Weighted total

14417**150**581611011581371611411611610-24%
26%24%**28%**40%26%28%25%27%26%27%26%26%

ab

6913**72**19795182677970798225-49%
13%17%**13%**13%13%14%13%13%13%14%13%13%

10312**95**2510964115871109510811650-74%
19%17%**17%**17%18%18%19%17%18%18%18%18%

19019**187**2820611420916820816620820975-100%
34%26%**34%**20%34%32%34%34%34%32%34%33%

cc

4812**42**145332574155445559Don't know
9%16%**8%**10%9%9%9%8%9%9%9%9%

50662**504**131555330564459558472556568Answered
53.0550.45**52.27**40.0952.5250.6552.9152.1452.7151.2452.7252.76Mean

cc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2863465562451118452606817369632Unweighted total
2843435482554124448526525670627Weighted total

7784141**15291171325****271610-24%
27%24%26%**27%23%26%25%38%****39%26%

394363**13116373****78225-49%
14%13%12%**25%9%14%14%4%****10%13%

c

556091**1823801317****1811650-74%
19%18%17%**34%18%18%25%26%****26%18%

c

89120201**751151811****1020975-100%
31%35%37%**12%41%34%15%16%****14%33%

aaa

233751**210381110****859Don't know
8%11%9%**3%8%8%21%15%****11%9%

bc

261307497**531134104155****62568Answered
51.3154.0154.45**42.3457.7752.4544.6741.63****39.3352.76Mean

aa
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
495161513866545558504950632Unweighted total
415262714340616742535441627Weighted total

**141423**14202010******1610-24%
**27%23%33%**35%34%30%23%******26%

aalala

**758**24117******8225-49%
**14%9%11%**5%7%17%16%******13%

cfgjggcfg

**8139**717710******11650-74%
**15%21%12%**17%28%10%23%******18%

hhhhehihehhehi

**202620**13152416******20975-100%
**38%42%27%**32%25%36%37%******33%

**3412**545*******59Don't know
**5%6%16%**12%6%7%*%******9%

ddddddk

**495860**35576242******568Answered
**55.5758.3948.19**47.9047.8750.9855.09******52.76Mean
fg
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
161155167149632Unweighted total
155154170148627Weighted total

354750291610-24%
22%31%29%20%26%

aa

182122208225-49%
12%14%13%14%13%

3016343611650-74%
19%11%20%24%18%

ccc

6347554420975-100%
41%30%32%30%33%

a

102391859Don't know
6%15%5%12%9%

bdb

145132161130568Answered
58.3448.9150.9552.6852.76Mean

c
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
351437124153128142787379507Unweighted total
231423145202151310514530Weighted total

******76927****52532600-24%
******52%46%49%****48%49%49%

abeee

******20463****2929525-49%
******14%23%16%****16%18%18%

******22252****2828450-74%
******16%12%14%****17%16%16%

abccc

******13211****1424375-100%
******9%10%8%****7%8%8%

******13182****14547Don't know
******9%9%13%****12%9%9%

******13218413****9469482Answered
******28.6230.2327.89****28.6628.8228.80Mean

abccc
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
62685332427274167256602546507Unweighted total
242922455373549105335843967530Weighted total

161516214******46****35****2600-24%
66%52%69%47%******43%****41%****49%

cfjcfj

44384******28****10****9525-49%
18%14%12%18%******27%****12%****18%

ck

23376******19****22****8450-74%
9%12%11%17%******18%****27%****16%

klm

14138******9****7****4375-100%
4%12%2%8%******9%****8%****8%

k

13143******2****10****47Don't know
2%11%5%9%******2%****12%****9%

ff

232521412******103****74****482Answered
21.3728.6419.6729.70******31.51****35.19****28.80Mean

kmkmagkm

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 39  (continuation)                                                                                                                                                    Page 771

1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
49458137370232508955183625507Unweighted total
434871294012376641144363919530Weighted total

**23965195122****5821******2600-24%
**49%51%49%51%****51%48%******49%

**86276840****209******9525-49%
**18%21%17%17%****17%21%******18%

**75176735****197******8450-74%
**15%14%17%15%****17%16%******16%

degh

**4173721****63******4375-100%
**8%5%9%9%****5%6%******8%

be

**45123519****114******47Don't know
**9%9%9%8%****10%10%******9%

**441116366218****10239******482Answered
**29.1225.9129.7228.47****26.4027.48******28.80Mean

e
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1359227616491507Unweighted total
12511128728502530Weighted total

6660129**2402600-24%
53%54%45%**48%49%

252446**899525-49%
20%22%16%**18%18%

141160**828450-74%
11%10%21%**16%16%

bc

91024**434375-100%
7%9%8%**9%8%

12629**4747Don't know
10%6%10%**9%9%

113104258**454482Answered
24.9828.0130.94**29.7128.80Mean

c
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
86299122511496-1121675421507Unweighted total
8329914738522-*2**576446530Weighted total

4113980****253************332202600-24%
49%47%54%****48%************44%49%49%

165821****95************16799525-49%
19%19%14%****18%************21%18%18%

114725****84************11738450-74%
14%16%17%****16%************15%16%16%

6298****43************6374375-100%
7%10%6%****8%************8%8%8%

92613****47************93947Don't know
11%9%9%****9%************12%9%9%

74273135****474************67408482Answered
28.1430.7325.25****29.20************30.9228.9228.80Mean
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
12-51322464369149219507425443507Unweighted total
22-1618500378156231530437455530Weighted total

************241191821152602032312600-24%
************48%51%52%50%49%46%51%49%

************937423499582839525-49%
************19%20%15%21%18%19%18%18%

************795622378474768450-74%
************16%15%14%16%16%17%17%16%

************432710134339224375-100%
************9%7%6%6%8%9%5%8%

aa

************4430201647404347Don't know
************9%8%13%7%9%9%9%9%

************455348137214482397412482Answered
************29.4627.5426.7427.8628.8030.4326.1028.80Mean

a
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3681321621422-11--3214507Unweighted total
455135177159*-**--4226530Weighted total

**31659270**************1132600-24%
**57%48%52%44%**************50%49%

**10312825**************499525-49%
**18%23%16%16%**************22%18%

**5193030**************378450-74%
**10%14%17%19%**************16%16%

**216619**************114375-100%
**5%12%4%12%**************5%8%

bb

**642015**************1647Don't know
**12%3%11%10%**************7%9%

ccc

**49131157144**************210482Answered
**21.1332.4425.8531.68**************27.3428.80Mean

bdd
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
750043464103121043145348101507Unweighted total
3526414899591273146153101530Weighted total

**257**24647**63****31**462600-24%
**49%**50%50%**50%****51%**45%49%

b

**95**9118**28****12**259525-49%
**18%**19%19%**22%****19%**24%18%

**84**7219**17****11**208450-74%
**16%**15%20%**14%****19%**19%16%

a

**43**406**7*******94375-100%
**8%**8%6%**6%*****%**9%8%

c

**47**394**10****6**247Don't know
**9%**8%5%**8%****10%**2%9%

aaa

**479**45091**116****55**98482Answered
**28.94**28.3229.74**27.29****27.36**30.4528.80Mean
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
1734252035316614785115507Unweighted total
*744342216017010885818530Weighted total

**37226941798**3817**2600-24%
**49%52%43%29%57%**43%30%**49%

ab

**1783491138**139**9525-49%
**23%19%22%18%23%**15%15%**18%

**1471381422**1714**8450-74%
**18%16%17%24%13%**20%24%**16%

**2181285**88**4375-100%
**3%4%6%13%3%**9%13%**8%

a

**53627106**1210**47Don't know
**7%8%12%17%4%**14%18%**9%

a

**6939819450164**7648**482Answered
**27.5525.4030.4839.0924.43**31.7739.44**28.80Mean

ba
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11298507188424442155162159169385201507Unweighted total
17295530194436455*53161175*65404210530Weighted total

**182260105203231**278681**33193902600-24%
**62%49%54%46%51%**51%53%46%**51%48%43%49%

a

**5395468283**154439**1480419525-49%
**18%18%23%19%18%**29%27%22%**22%20%20%18%

**1784267476**71730**1365388450-74%
**6%16%13%17%17%**13%10%17%**20%16%18%16%

b

**74383921***69**434144375-100%
**3%8%4%9%5%***%4%5%**6%8%7%8%

bac

**3547104043**4916**1322747Don't know
**12%9%5%9%10%**8%5%9%**2%8%13%9%

bc

**259482184397411**49152159**64372183482Answered
**18.7628.8025.8030.4526.02**25.7124.7629.62**31.8229.5131.2428.80Mean

bac
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
391411284474243212787158507Unweighted total
591211280499223513481159530Weighted total

********169251****6956912600-24%
********60%50%****51%69%57%49%

acd

********5593****3614369525-49%
********20%19%****27%17%23%18%

********2078****167218450-74%
********7%16%****12%9%13%16%

b

********537****6164375-100%
********2%7%****5%2%4%8%

b

********3140****82447Don't know
********11%8%****6%3%3%9%

********249459****12679154482Answered
********18.9327.90****26.9019.5625.2028.80Mean

bbb
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Table 39  (continuation)                                                                                                                                                    Page 780

1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
43770154431155488339500442501466498507Unweighted total
44881214461145514346520443523477520530Weighted total

22634**233**802521632582152552402552600-24%
50%42%**52%**55%49%47%50%48%49%50%49%49%

7520**79**23936792839584959525-49%
17%24%**18%**16%18%19%18%19%18%18%18%18%

7311**65**23845184728479848450-74%
16%13%**15%**16%16%15%16%16%16%17%16%16%

3310**33**6403543374333414375-100%
7%12%**7%**4%8%10%8%8%8%7%8%8%

c

417**36**124530433745414547Don't know
9%8%**8%**9%9%9%8%8%9%9%9%9%

40775**410**132469316477407477436475482Answered
27.7634.47**27.42**26.7428.6330.6828.9329.1228.9727.9228.5928.80Mean
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
222285431175896352587318273507Unweighted total
2342964571656103367588118382530Weighted total

119141221**36561762736****392600-24%
51%48%48%**65%54%48%47%45%****48%49%

c

385788**41571812****129525-49%
16%19%19%**7%15%19%15%15%****15%18%

a

364872**71958613****158450-74%
16%16%16%**12%19%16%11%16%****18%16%

232035**672797****74375-100%
10%7%8%**10%7%7%16%9%****9%8%

b

182941**4634713****947Don't know
8%10%9%**7%6%9%12%16%****10%9%

216266417**52973335168****73482Answered
29.5028.2328.78**24.6627.1328.6733.3030.61****29.8828.80Mean
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkji*hgfedc*baSignificance Level: 95%
313650332960555445452742507Unweighted total
283751543831676841503431530Weighted total

**********162736********2600-24%
**********54%41%53%********49%

cfcc

**********31313********9525-49%
**********9%19%19%********18%

acg

**********61414********8450-74%
**********20%21%20%********16%

k

**********293********4375-100%
**********8%13%4%********8%

**********342********47Don't know
**********10%6%4%********9%

kdkdejk

**********286466********482Answered
**********31.7634.6125.30********28.80Mean

ajadej
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
117122154114507Unweighted total
116123176115530Weighted total

635988492600-24%
54%49%50%43%49%

262134139525-49%
23%17%19%12%18%

a

111735218450-74%
10%14%20%18%16%

d

10913124375-100%
9%7%7%10%8%

51672047Don't know
4%13%4%17%9%

bdbd

11110716995482Answered
25.5928.7728.8632.4528.80Mean
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
20727639485112450227312Unweighted total
108176112710136295306Weighted total

******42616******1661720-24%
******68%48%58%******56%56%

a

******3242******464825-49%
******5%19%16%******16%16%

b

******6131******242550-74%
******10%10%6%******8%8%

******312*******222275-100%
******6%9%4%******7%7%

******7182******3638Don't know
******11%14%16%******12%12%

******541109******259268Answered
******18.4527.4818.80******23.5723.41Mean

b
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*d*c*baSignificance Level: 95%
41423619317142936184261534312Unweighted total
16161426117133267283362045306Weighted total

******144******************1720-24%
******55%******************56%

******41******************4825-49%
******16%******************16%

******22******************2550-74%
******8%******************8%

******20******************2275-100%
******8%******************7%

******33******************38Don't know
******13%******************12%

******227******************268Answered
******23.90******************23.41Mean
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
4027285227150254652652213312Unweighted total
3227469237151312681971611306Weighted total

**1544013294****31********1720-24%
**56%58%56%62%****46%********56%

e

**44143420****14********4825-49%
**16%20%15%14%****20%********16%

**2142113****6********2550-74%
**8%7%9%8%****9%********8%

**214187****10********2275-100%
**8%6%8%5%****14%********7%

h

**3473117****8********38Don't know
**12%10%13%11%****11%********12%

**24062205134****61********268Answered
**23.3921.7723.9119.45****31.41********23.41Mean

h
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
896116013299312Unweighted total
856115523283306Weighted total

463094**1561720-24%
54%49%60%**55%56%

181317**464825-49%
21%21%11%**16%16%

aa

6910**222550-74%
7%16%6%**8%8%

a

5510**202275-100%
6%8%7%**7%7%

9425**3838Don't know
11%6%16%**13%12%

b

7657130**245268Answered
22.6927.8720.99**23.4323.41Mean
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
6019854410302-1-12650252312Unweighted total
521916215300-*-**547253306Weighted total

2411533****167**************1491720-24%
45%60%53%****56%**************59%56%

cbb

172011****48**************314825-49%
32%11%18%****16%**************12%16%

bai

2212****25**************232550-74%
5%11%3%****8%**************9%8%

2156****22**************212275-100%
3%8%9%****7%**************8%7%

82010****38**************3038Don't know
15%10%16%****13%**************12%12%

4417152****262**************223268Answered
21.4323.7124.13****23.81**************23.8123.41Mean
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-51120275230102136312262266312Unweighted total
-*-161728122096137306254255306Weighted total

************15712059691721351501720-24%
************56%55%61%51%56%53%59%56%

************423412284840424825-49%
************15%16%13%21%16%16%17%16%

************24197172523222550-74%
************9%9%8%12%8%9%9%8%

************221728222272275-100%
************8%8%2%6%7%9%3%7%

aaae

************3529151538343338Don't know
************12%13%16%11%12%13%13%12%

************24619181122268220221268Answered
************23.8724.6818.2724.3623.4125.9319.2323.41Mean

aeaaae
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
2567992832-11-21131312Unweighted total
146749194*-**-*2135306Weighted total

**26494750**************691720-24%
**56%67%52%53%**************51%56%

b

**1171516**************264825-49%
**23%10%16%17%**************19%16%

c

***997**************172550-74%
**1%12%9%8%**************12%8%

dd

**1687**************82275-100%
**3%8%9%7%**************6%7%

**821214**************1538Don't know
**17%3%14%15%**************11%12%

ccc

**38717879**************120268Answered
**18.4224.0325.7622.96**************24.0523.41Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
53072328956872311333455312Unweighted total
2304242824768417413750306Weighted total

**172**16730**36********231720-24%
**57%**59%64%**42%********45%56%

a

**48**427**19********144825-49%
**16%**15%14%**23%********28%16%

bb

**25**233**13********52550-74%
**8%**8%7%**16%********9%8%

**22**222**6********62275-100%
**7%**8%4%**7%********12%7%

b

**37**285**10********338Don't know
**12%**10%10%**12%********6%12%

**267**25442**74********47268Answered
**23.44**23.3718.07**28.70********28.5623.41Mean

c
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*ba*b*aSignificance Level: 95%
13926090271095502616312Unweighted total
*3424495331043573020306Weighted total

****14547**61********1720-24%
****60%50%**59%********56%

****4020**18********4825-49%
****17%21%**17%********16%

****229**14********2550-74%
****9%10%**14%********8%

****73**6********2275-100%
****3%3%**6%********7%

****2916**5********38Don't know
****12%17%**5%********12%

****21579**100********268Answered
****19.3420.73**22.69********23.41Mean
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
431224612326226613610387137249100312Unweighted total
5306239118254255*3510291*28239109306Weighted total

**17214367135150****5153****130531720-24%
**56%60%57%53%59%****50%58%****54%49%56%

**4840184042****2220****38224825-49%
**16%17%15%16%17%****21%22%****16%20%16%

**259172322****146****2262550-74%
**8%4%14%9%9%****14%6%****9%6%8%

aa

**22136227****62****1972275-100%
**7%5%5%9%3%****6%2%****8%7%7%

a

**3834103433****911****302038Don't know
**12%14%9%13%13%****9%12%****13%18%12%

**268205108220221****9381****20989268Answered
**23.4118.8922.4125.9319.23****24.8418.08****25.2823.2223.41Mean

aa
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
254112902371619729284312Unweighted total
463102782281219708276306Weighted total

********158138****4247491720-24%
********57%60%****60%58%64%56%

********4640****118114825-49%
********16%17%****15%9%14%16%

********2410****617102550-74%
********9%4%****9%20%14%8%

c

********1911****3422275-100%
********7%5%****5%5%2%7%

********3130****86438Don't know
********11%13%****11%7%6%12%

********247198****627672268Answered
********23.3418.87****19.1824.2718.6723.41Mean

a
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
274387274-95305195309275308291306312Unweighted total
265406260-84298185301259299277297306Weighted total

155****145**461681031721471681561681720-24%
58%****56%**55%56%56%57%57%56%56%56%56%

41****44**13482946444844484825-49%
15%****17%**15%16%16%15%17%16%16%16%16%

20****21**10251325202521232550-74%
7%****8%**11%8%7%8%8%8%8%8%8%

18****20**5211722202222222275-100%
7%****8%**6%7%9%7%8%7%8%8%7%

32****30**113622362836333638Don't know
12%****12%**13%12%12%12%11%12%12%12%12%

234****230**73262162265231263244261268Answered
22.85****23.80**23.4223.3024.6923.4323.3723.5723.9123.3623.41Mean
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
13417826215346320741459146312Unweighted total
144162260103569202334714150306Weighted total

8290151****39117**********1720-24%
57%56%58%****57%58%**********56%

262240****932**********4825-49%
18%14%16%****13%16%**********16%

101518****715**********2550-74%
7%9%7%****10%7%**********8%

14820****313**********2275-100%
10%5%8%****4%6%**********7%

bc

112730****1125**********38Don't know
7%17%11%****15%12%**********12%

b

133135230****58177**********268Answered
24.0522.7823.24****21.2021.84**********23.41Mean

bc
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*hgf*e*d*c*baSignificance Level: 95%
232528191842322929211630312Unweighted total
192529302124373025241724306Weighted total

************************1720-24%
************************56%

************************4825-49%
************************16%

************************2550-74%
************************8%

************************2275-100%
************************7%

g

************************38Don't know
************************12%

************************268Answered
************************23.41Mean
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
76799067312Unweighted total
74759265306Weighted total

424559271720-24%
57%59%64%42%56%

aa

111115114825-49%
15%14%17%17%16%

85932550-74%
10%7%10%5%8%

65572275-100%
8%7%5%11%7%

71051638Don't know
10%13%5%25%12%

bd

66668748268Answered
23.0421.5121.9029.2623.41Mean
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cb*ae*dcbaSignificance Level: 95%
31715351412123376189210Unweighted total

8313361514347109124Weighted total

**********4****232370-24%
**********29%****32%30%30%

**********2****1202125-49%
**********12%****9%18%17%

**********3****1131650-74%
**********22%****18%12%13%

a

**********4****2434775-100%
**********30%****30%40%38%

**********1****112Don't know
**********8%****10%1%2%

aaa

**********13****6108122Answered
**********51.72****51.1053.5753.37Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
253227126912141520425918210Unweighted total

69710258101221420815124Weighted total

******26******************370-24%
******25%******************30%

j

******20******************2125-49%
******19%******************17%

l

******14******************1650-74%
******14%******************13%

******41******************4775-100%
******41%******************38%

******1******************2Don't know
******1%******************2%

******101******************122Answered
******55.68******************53.37Mean
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
33177551558829236126277210Unweighted total
13111191055222*2365141124Weighted total

**3072917**************370-24%
**27%38%28%33%**************30%

a

**2112013**************2125-49%
**19%5%19%24%**************17%

bb

**141154**************1650-74%
**12%5%14%9%**************13%

**4593917**************4775-100%
**41%46%37%33%**************38%

b

**2111**************2Don't know
**2%6%1%1%**************2%

**1091810451**************122Answered
**55.2256.1852.8949.02**************53.37Mean

b
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
7138993207210Unweighted total
3920645119124Weighted total

13**20**34370-24%
34%**31%**29%30%

9**8**192125-49%
23%**13%**16%17%

7**6**161650-74%
19%**10%**13%13%

8**29**474775-100%
21%**45%**40%38%

cc

1**1**22Don't know
3%**1%**2%2%

37**63**117122Answered
41.82**56.99**54.4753.37Mean

cc
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
1068915115195-1---1491104210Unweighted total

594916*7117-*---75265124Weighted total

2010******34************1816370-24%
35%21%******29%************34%25%30%

b

156******19************1362125-49%
26%12%******16%************25%9%17%

ba

123******16************1241650-74%
20%6%******14%************22%7%13%

ba

1129******45************9364775-100%
19%58%******39%************18%56%38%

cbbi

*1******2*************22Don't know
*%2%******2%*************%3%2%

5948******115************5263122Answered
40.9967.02******53.83************40.2964.9053.37Mean

cbbi

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1351026165168100107210175194210Unweighted total
-*23217100955661124105107124Weighted total

************28311721373329370-24%
************28%33%31%34%30%31%27%30%

************171610112117162125-49%
************17%17%17%18%17%16%15%17%

************1297121613161650-74%
************12%10%12%20%13%12%15%13%

f

************413722174740444775-100%
************41%39%39%27%38%38%42%38%

ddd

************211*2212Don't know
************2%1%1%1%2%2%1%2%

************98945561122103106122Answered
************54.3351.7152.3847.5453.3752.5556.5353.37Mean

d

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edc*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1987026151-1---1105210Unweighted total
147432013*-*---*61124Weighted total

**1215******************21370-24%
**27%35%******************34%30%

**124******************112125-49%
**26%9%******************18%17%

c

**76******************121650-74%
**15%15%******************20%13%

**1517******************174775-100%
**32%40%******************27%38%

**1********************2Don't know
**1%1%******************1%2%

**4643******************61122Answered
**50.2052.15******************47.5953.37Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
32071919150750125271935210Unweighted total
*124811629329114111224124Weighted total

**37**32****************370-24%
**30%**28%****************30%

c

**21**21****************2125-49%
**17%**18%****************17%

**16**14****************1650-74%
**13%**12%****************13%

**47**46****************4775-100%
**38%**39%****************38%

**2**2****************2Don't know
**2%**2%****************2%

**121**113****************122Answered
**53.33**54.38****************53.37Mean

a
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*ba*b*aSignificance Level: 95%
1551896821864432212210Unweighted total
*2310634105122386124Weighted total

**72911**17********370-24%
**31%28%34%**33%********30%

**51510**9********2125-49%
**21%14%30%**17%********17%

b

**5163**10********1650-74%
**22%15%9%**20%********13%

**6449**15********4775-100%
**26%42%25%**29%********38%

ac

***11***********2Don't know
***%1%1%**1%********2%

**2310533**51********122Answered
**48.4656.4643.10**49.70********53.37Mean

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 41  (continuation)                                                                                                                                                    Page 808

Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
915521092174194133718014316361210Unweighted total
68712452105107*194645*2310137124Weighted total

**3337173229****1417****3116370-24%
**38%30%33%31%27%****31%38%****30%45%30%

b

**2121111716****1111****1792125-49%
**25%17%21%16%15%****23%24%****17%26%17%

**141691316****98****1331650-74%
**16%13%17%12%15%****21%17%****12%8%13%

c

**1847154044****1210****3984775-100%
**20%38%29%38%42%****25%21%****38%21%38%

bca

**12*21**********2*2Don't know
**2%2%1%2%1%*****%1%****2%1%2%

**8612251103106****4645****9936122Answered
**39.5453.3748.6252.6956.53****46.8942.33****52.5538.0253.37Mean

ba

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-43101501992115505176210Unweighted total
-327831141310272842124Weighted total

********3132******1311370-24%
********37%28%******48%28%30%

a

********2120******992125-49%
********26%17%******31%21%17%

********1416******391650-74%
********16%14%******11%21%13%

********1645******3124775-100%
********19%39%******9%30%38%

bb

********12********2Don't know
********2%2%******1%1%2%

********82112******2841122Answered
********39.4154.70******31.7051.9853.37Mean

bb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 41  (continuation)                                                                                                                                                    Page 810

Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
183273189-62204139208186208201206210Unweighted total
110142107-2812179122106122116121124Weighted total

32****33**1035263732353535370-24%
29%****31%**37%28%33%30%31%29%30%29%30%

21****19**7211321212121202125-49%
19%****18%**25%18%16%18%20%18%18%17%17%

14****12**5161116151615161650-74%
12%****11%**17%13%14%13%14%13%13%13%13%

42****41**5472745354743474775-100%
38%****39%**19%39%35%37%33%39%37%39%38%

cc

2****2**122222222Don't know
2%****2%**2%2%2%2%2%2%2%2%2%

108****104**2711978120103120114118122Answered
53.08****52.84**40.2654.1250.8352.7450.5454.0752.2254.1953.37Mean

c

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
7713316814214114029388137210Unweighted total
457910399238319224120124Weighted total

132426******24**********370-24%
28%30%25%******30%**********30%

71518******10**********2125-49%
15%19%17%******12%**********17%

b

31314******13**********1650-74%
7%16%14%******16%**********13%

222643******34**********4775-100%
49%33%42%******41%**********38%

a

*22******2**********2Don't know
1%2%2%******2%**********2%

4477101******81**********122Answered
57.5550.9756.65******55.12**********53.37Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*hg*f*e*d*c*b*aSignificance Level: 95%
101710141235171429141424210Unweighted total

81991928910129119124Weighted total

************************370-24%
************************30%

************************2125-49%
************************17%

************************1650-74%
************************13%

************************4775-100%
************************38%

************************2Don't know
************************2%

************************122Answered
************************53.37Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
37616052210Unweighted total
36293128124Weighted total

**1198370-24%
**37%28%26%30%

**6622125-49%
**23%18%7%17%

a

***471650-74%
**2%14%25%13%

ccc

**1012114775-100%
**36%38%40%38%

**1*12Don't know
**3%1%2%2%

**283028122Answered
**44.6155.0759.4453.37Mean

c

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cb*ae*dcbaSignificance Level: 95%
34820321812624336992218Unweighted total

8315311915348105121Weighted total

**********2****127290-24%
**********16%****17%26%24%

e

**********1****1151625-49%
**********9%****8%14%13%

e

**********4****1222650-74%
**********23%****18%21%21%

**********7****4394675-100%
**********45%****46%37%38%

b

**********1****123Don't know
**********7%****11%2%3%

a

**********14****7103117Answered
**********61.91****62.4654.2955.21Mean
b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
313133123914151721318818218Unweighted total

81079658111521212517121Weighted total

******25******************290-24%
******26%******************24%

m

******15******************1625-49%
******15%******************13%

******21******************2650-74%
******22%******************21%

lll

******33******************4675-100%
******34%******************38%

jj

******3******************3Don't know
******3%******************3%

******93******************117Answered
******52.60******************55.21Mean
j

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
271915616297271341053110218Unweighted total

8112201014822*2343154121Weighted total

**273275**************290-24%
**24%13%27%11%**************24%

bbh

**163148**************1625-49%
**14%13%13%16%**************13%

**2332310**************2650-74%
**20%13%23%20%**************21%

**43123523**************4675-100%
**39%59%34%48%**************38%

a

**3*32**************3Don't know
**3%2%3%5%**************3%

**109209845**************117Answered
**55.3969.6252.3266.03**************55.21Mean

ae

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
76421003215218Unweighted total
3825584116121Weighted total

7**16**27290-24%
18%**28%**23%24%

6**8**141625-49%
15%**13%**12%13%

11**8**252650-74%
29%**14%**22%21%

a

14**23**464675-100%
36%**40%**40%38%

1**3**33Don't know
1%**5%**3%3%

37**55**113117Answered
56.70**53.56**56.3155.21Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
120917213205-1-1-1110798218Unweighted total

66496*7114-*-*-75955121Weighted total

1413******27************1216290-24%
21%27%******24%************20%29%24%

105******14************861625-49%
15%10%******12%************13%12%13%

215******25************2052650-74%
32%10%******22%************34%9%21%

baai

2125******44************19254675-100%
32%51%******39%************33%46%38%

c

*1******3*************33Don't know
1%2%******3%************1%5%3%

b

6648******110************5952117Answered
53.8560.13******55.67************54.5556.9455.21Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-4351231163180112110218171203218Unweighted total
-2232159699585612198109121Weighted total

************22231412292825290-24%
************23%23%25%22%24%28%23%24%

************12118121613141625-49%
************13%11%14%21%13%14%12%13%

af

************212114122619232650-74%
************21%21%24%21%21%19%21%21%

************384119204635434675-100%
************39%42%33%35%38%36%40%38%

************333*3333Don't know
************3%3%4%1%3%3%3%3%

************9396555611795105117Answered
************56.2057.5553.0751.9755.2151.6356.4255.21Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edc*b*a*h*g*f*e*d*c*baSignificance Level: 95%
11037426142-11-11106218Unweighted total
*45501610*-**-**55121Weighted total

**1312******************12290-24%
**29%23%******************22%24%

**77******************121625-49%
**16%14%******************21%13%

**910******************122650-74%
**19%21%******************21%21%

**1620******************194675-100%
**35%41%******************35%38%

**1********************3Don't know
**1%1%*******************%3%

**4550******************55117Answered
**52.4154.31******************51.9755.21Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
42142019851653-26281838218Unweighted total
2118911225328-15121019121Weighted total

**29**294**7**********290-24%
**25%**26%18%**25%**********24%

**16**125**7**********1625-49%
**14%**11%20%**23%**********13%

**26**254**8**********2650-74%
**22%**22%17%**27%**********21%

**44**4211**7**********4675-100%
**37%**38%44%**24%**********38%

a

**3**3**************3Don't know
**3%**3%1%**1%**********3%

**115**10924**28**********117Answered
**54.62**54.9357.18**46.53**********55.21Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*ba*b*aSignificance Level: 95%
1442006226844482614218Unweighted total
*1810832114522697121Weighted total

****257**11********290-24%
****23%23%**26%********24%

****146**8********1625-49%
****13%18%**17%********13%

b

****237**10********2650-74%
****21%21%**22%********21%

****4310**16********4675-100%
****40%31%**35%********38%

****32***********3Don't know
****3%7%**1%********3%

****10530**45********117Answered
****56.3351.70**51.56********55.21Mean

c
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1021816195171203131798213416554218Unweighted total

6121914898109*164245*169532121Weighted total

**2929122825****99****2610290-24%
**24%31%25%28%23%****20%21%****27%32%24%

**161481314****911****1361625-49%
**13%15%17%14%12%****21%25%****14%17%13%

**262091923****128****1952650-74%
**21%22%19%19%21%****28%17%****20%16%21%

**4625183543****1316****3594675-100%
**38%27%38%36%40%****30%36%****36%28%38%

a

**33*33**********323Don't know
**3%3%1%3%3%*****%1%****3%6%3%

**117884895105****4244****9230117Answered
**55.2146.2852.4351.6356.42****50.3251.12****52.5745.5555.21Mean

a
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-23112141561913506669218Unweighted total
-*2811886118253634121Weighted total

********2725******108290-24%
********23%29%******27%24%24%

********1616******581625-49%
********14%19%******13%24%13%

b

********2618******962650-74%
********22%22%******25%19%21%

********4623******13114675-100%
********39%26%******35%32%38%

a

********33********3Don't know
********3%4%*******%1%3%

********11582******3633117Answered
********56.0246.12******52.5148.5455.21Mean

a
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
189292194-60210138216194216207215218Unweighted total
106151105-2511873119104119115117121Weighted total

23****27**427192721272727290-24%
22%****26%**17%23%27%23%21%23%23%23%24%

16****13**5161416151615161625-49%
15%****12%**19%14%20%14%15%14%13%14%13%

22****21**6261026212625242650-74%
21%****20%**24%22%14%22%21%22%22%21%21%

41****40**10462946424644464675-100%
39%****38%**38%39%39%39%41%39%39%39%38%

3****3**131333333Don't know
3%****3%**2%3%1%3%3%3%3%3%3%

103****102**2511572115101115111114117Answered
56.42****54.40**54.9655.8352.3956.0257.3056.0855.8356.0355.21Mean
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
8813017017264914028429242218Unweighted total
4576981011327215253322121Weighted total

181126******23**********290-24%
41%14%27%******32%**********24%

ac

51111******10**********1625-49%
11%15%11%******13%**********13%

91719******16**********2650-74%
20%22%19%******22%**********21%

123439******23**********4675-100%
27%45%40%******31%**********38%

b

133******1**********3Don't know
1%4%3%******1%**********3%

447395******71**********117Answered
43.9462.0155.11******49.95**********55.21Mean

bb
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*hg*f*e*d*c*b*aSignificance Level: 95%
121312121231232027191720218Unweighted total

81312162514121015104121Weighted total

************************290-24%
************************24%

************************1625-49%
************************13%

************************2650-74%
************************21%

************************4675-100%
************************38%

************************3Don't know
************************3%

************************117Answered
************************55.21Mean
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
37557056218Unweighted total
33243528121Weighted total

**1058290-24%
**41%14%27%24%

bd

***341625-49%
***%10%15%13%

bccc

**5962650-74%
**21%24%20%21%

**91884675-100%
**36%51%30%38%

a

****23Don't know
**2%1%8%3%

b

**233526117Answered
**49.9664.4047.1455.21Mean

ac
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Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

2**1213***-*2829This is a negative to me
5%**1%1%3%1%**-%1%2%2%

bb

This is not important to
me - don't mind if not

8**1437494**22143146offered
19%**17%11%11%8%**15%6%12%12%

bb

This is mandatory to me
6**177011612**37299311- a must have

14%**20%21%27%26%**26%25%25%25%

ee

This is a ‘nice to have’
, but I can live without

16**2611410913**48345358it being offered
37%**32%35%25%29%**30%30%29%29%

aa

This is a 'great to
have' - makes a
difference and can sway

11**2410414816**311380396my decision
25%**29%32%34%35%**29%39%32%32%

a

17**4117426428**618678707NET Important
40%**50%53%61%62%**55%64%57%57%

eea
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

12125-*8103**4-*29This is a negative to me
1%2%2%2%-%*%6%5%3%**2%-%*%2%

ahijmam

This is not important to
me - don't mind if not

76612871518248**231015146offered
12%8%9%12%8%16%15%12%7%**13%13%10%12%

eikl

This is mandatory to me
1521112632526225133**431441311- a must have
25%31%18%25%28%29%18%25%31%**25%18%28%25%

gkk

This is a ‘nice to have’
, but I can live without

1415203083020424632**582548358it being offered
24%22%33%29%34%22%35%23%29%**33%32%32%29%

flflmfl

This is a 'great to
have' - makes a
difference and can sway

2325233262630307433**472944396my decision
38%36%37%31%30%33%25%36%30%**27%37%30%32%

cgg

38463459051575212566**904386707NET Important
63%67%55%56%58%62%43%61%61%**51%55%57%57%

cgcgjkggggg
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

4251118123**84**-*29This is a negative to me
3%2%3%2%2%3%**3%4%**-%1%2%

b

This is not important to
me - don't mind if not

13134421055916**359**126146offered
12%12%14%11%11%16%**12%9%**14%12%12%

This is mandatory to me
322796524614723**7022**2012311- a must have
29%25%22%26%27%23%**23%21%**23%28%25%

d

This is a ‘nice to have’
, but I can live without

303289026816528**8136**2314358it being offered
27%29%30%29%30%28%**27%35%**27%32%29%

cccccc

This is a 'great to
have' - makes a
difference and can sway

313659430216530**10532**3212396my decision
28%32%31%32%30%30%**35%31%**37%27%32%

6364415954831353**17554**5125707NET Important
57%57%53%58%57%53%**59%52%**59%55%57%

abdegh
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

-523**2929This is a negative to me
-%3%3%**2%2%

cc

This is not important to
me - don't mind if not

2315106**135146offered
8%8%14%**11%12%

bc

This is mandatory to me
7864162**290311- a must have
27%32%22%**25%25%

a

This is a ‘nice to have’
, but I can live without

6456237**341358it being offered
22%28%32%**29%29%

c

This is a 'great to
have' - makes a
difference and can sway

12358207**382396my decision
43%29%28%**32%32%

ab

201122370**673707NET Important
70%62%50%**57%57%

aa
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

6149****29************62329This is a negative to me
3%2%2%****2%************3%2%2%

This is not important to
me - don't mind if not

97166****146************9138146offered
5%11%16%****12%************5%13%12%

cbcbjbj

This is mandatory to me
7114396****300************60240311- a must have
38%23%23%****25%************36%23%25%

ababiai

This is a ‘nice to have’
, but I can live without

50181128****354************46308358it being offered
26%28%31%****29%************27%29%29%

This is a 'great to
have' - makes a
difference and can sway

54225118****392************49343396my decision
28%35%28%****32%************29%33%32%

ac

125368214****692************110582707NET Important
66%58%51%****57%************65%55%57%

abaaiai
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

***********27182729112829This is a negative to me
***********%2%2%1%2%2%2%3%2%

abeee

This is not important to
me - don't mind if not

**********114381334314669129146offered
**********2%12%10%10%9%12%10%12%12%

bb

This is mandatory to me
**********1728421891128311193266311- a must have
**********36%25%26%28%28%25%27%24%25%

a

This is a ‘nice to have’
, but I can live without

**********1633024286111358198334358it being offered
**********33%28%29%27%24%29%28%30%29%

ddd

This is a 'great to
have' - makes a
difference and can sway

**********14376275111171396240359396my decision
**********29%32%33%34%37%32%34%32%32%

cac

**********31660493202299707433624707NET Important
**********65%57%59%63%65%57%61%56%57%

ccaacfa
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**221311**************729This is a negative to me
**1%1%3%3%**************2%2%

c

This is not important to
me - don't mind if not

**7324761**************43146offered
**5%11%12%14%**************10%12%

ddd

This is mandatory to me
**417397100**************121311- a must have
**31%25%25%23%**************27%25%

a

This is a ‘nice to have’
, but I can live without

**4379109124**************109358it being offered
**32%28%29%29%**************24%29%

This is a 'great to
have' - makes a
difference and can sway

**41101115138**************169396my decision
**31%35%30%32%**************38%32%

**82174211238**************290707NET Important
**62%61%56%55%**************65%57%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 43  (continuation)                                                                                                                                                    Page 836

Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**293263**4***31329This is a negative to me
**2%3%2%2%**2%***%3%1%2%2%

This is not important to
me - don't mind if not

**146314329**14**19825146offered
**12%4%12%15%**5%**2%8%8%13%12%

bad

This is mandatory to me
**3082928246**79**18302653311- a must have
**25%36%24%23%**31%**42%27%24%27%25%

aab

This is a ‘nice to have’
, but I can live without

**3562033944**64**12263041358it being offered
**29%24%29%22%**26%**29%23%28%21%29%

This is a 'great to
have' - makes a
difference and can sway

**3942637075**90**12444271396my decision
**32%32%32%38%**36%**27%39%39%37%32%

**70255652121**169**307468124707NET Important
**57%68%56%61%**67%**69%66%63%64%57%

a
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

***25735**33**29This is a negative to me
***%2%2%2%1%**1%2%**2%

This is not important to
me - don't mind if not

**2111643637**76**146offered
**19%11%11%5%11%**4%5%**12%

abb

This is mandatory to me
**32258884583**6439**311- a must have
**28%24%23%38%24%**36%35%**25%

a

This is a ‘nice to have’
, but I can live without

**313271182586**3722**358it being offered
**28%31%31%21%25%**21%20%**29%

This is a 'great to
have' - makes a
difference and can sway

**2834312041130**6942**396my decision
**25%32%32%34%38%**38%38%**32%

**6060220985213**13380**707NET Important
**53%56%55%72%62%**74%73%**57%
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**212151128**355**111*29This is a negative to me
**3%2%1%2%3%**3%1%2%**1%2%*%2%

a

This is not important to
me - don't mind if not

**801244069129**93027**126130146offered
**10%12%10%10%12%**9%9%9%**13%9%10%12%

This is mandatory to me
**214248104193266**199184**2617885311- a must have
**27%25%27%27%24%**20%28%27%**27%27%29%25%

This is a ‘nice to have’
, but I can live without

**20729795196333**278982**3118482358it being offered
**27%29%25%28%30%**28%27%26%**32%28%28%29%

c

This is a 'great to
have' - makes a
difference and can sway

**255321140239359**37113120**2622298396my decision
**33%32%36%34%32%**39%34%38%**27%34%33%32%

**469569245433624**57203205**52400183707NET Important
**60%56%64%61%56%**59%62%64%**54%61%62%57%

aa

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 43  (continuation)                                                                                                                                                    Page 839

Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********2118--12429This is a negative to me
********3%2%-%-%*%1%1%2%

This is not important to
me - don't mind if not

********7311313221425146offered
********10%12%3%6%10%8%9%12%

This is mandatory to me
********2072311213636475311- a must have
********28%24%29%24%28%37%27%25%

a

This is a ‘nice to have’
, but I can live without

********2042871416603676358it being offered
********27%30%32%31%27%21%27%29%

This is a 'great to
have' - makes a
difference and can sway

********24129915217558100396my decision
********32%32%36%40%34%34%36%32%

********4495292733138122175707NET Important
********60%56%64%63%63%70%63%57%
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

263**26**52811292129192929This is a negative to me
2%2%**2%**2%2%1%2%2%2%2%2%2%

This is not important to
me - don't mind if not

13314**125**3413984145114143110141146offered
12%9%**12%**12%12%11%12%11%12%11%12%12%

This is mandatory to me
25853**265**84302200303248306267305311- a must have

24%33%**25%**29%25%27%25%25%25%26%25%25%

b

This is a ‘nice to have’
, but I can live without

31444**305**77341202351282348304347358it being offered
29%28%**29%**27%29%27%29%28%29%29%29%29%

This is a 'great to
have' - makes a
difference and can sway

34948**341**86384248393334391342389396my decision
32%30%**32%**30%32%33%32%33%32%33%32%32%

606101**605**170686449696582698609694707NET Important
56%62%**57%**59%57%60%57%58%57%58%57%57%
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

161327*1820-3****329This is a negative to me
3%2%2%1%1%3%2%-%2%****2%2%

a

This is not important to
me - don't mind if not

70771351112311286****6146offered
13%11%13%2%10%10%13%7%4%****4%12%

b

This is mandatory to me
1291822581736681994353****54311- a must have

24%26%24%34%32%29%23%37%36%****34%25%

cb

This is a ‘nice to have’
, but I can live without

1482103071535682613029****32358it being offered
28%30%29%30%31%28%30%25%19%****20%29%

This is a 'great to
have' - makes a
difference and can sway

1732233501729712863759****64396my decision
32%32%33%34%26%30%33%31%40%****40%32%

302405608346414048580112****118707NET Important
56%58%56%67%58%59%55%68%75%****75%57%

b
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

344123*2223229This is a negative to me
5%4%3%*%3%4%*%2%2%2%3%3%2%

f

This is not important to
me - don't mind if not

9911211081318141779146offered
14%9%9%16%13%11%11%13%16%14%6%11%12%

bb

This is mandatory to me
202932231618434224212815311- a must have
32%26%25%17%20%24%38%31%27%18%24%17%25%

aciabcghijacia

This is a ‘nice to have’
, but I can live without

162634432826303623283336358it being offered
25%24%27%32%35%35%26%26%26%24%29%42%29%

bcdefjkl

This is a 'great to
have' - makes a
difference and can sway

154146472319293724494223396my decision
24%38%36%35%29%26%25%28%28%42%37%27%32%

adefgl

367078693937728047707038707NET Important
56%64%61%52%49%50%63%59%55%60%61%44%57%

agaagaaa
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

1155729This is a negative to me
4%2%1%2%2%

This is not important to
me - don't mind if not

29394433146offered
10%14%13%11%12%

This is mandatory to me
815710963311- a must have
27%20%32%20%25%

acac

This is a ‘nice to have’
, but I can live without

76968898358it being offered
25%34%26%31%29%

bd

This is a 'great to
have' - makes a
difference and can sway

1038990115396my decision
34%31%27%36%32%

bb

184145200178707NET Important
61%51%59%56%57%

cc
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

2***681**-12526This is a negative to me
5%***%2%2%2%**-%3%2%2%

ccc

This is not important to
me - don't mind if not

8**951576**14174180offered
19%**11%16%13%13%**12%13%15%15%

ddd

This is mandatory to me
12**218411512**38318330- a must have
29%**25%26%26%27%**27%26%27%27%

This is a ‘nice to have’
, but I can live without

13**339112313**57352365it being offered
31%**40%28%28%28%**40%23%29%29%

ababeb

This is a 'great to
have' - makes a
difference and can sway

7**209513114**210325339my decision
16%**24%29%30%30%**21%35%27%27%

eeac

19**4017924626**618643669NET Important
45%**49%55%57%57%**48%62%54%54%

ceeac
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

22*22-2454**2-426This is a negative to me
3%3%*%2%-%3%3%3%3%**1%-%3%2%

This is not important to
me - don't mind if not

98101531610163712**23922180offered
16%12%16%15%19%11%14%18%11%**13%11%15%15%

This is mandatory to me
1217132882526394934**491942330- a must have
21%25%21%27%28%29%32%24%31%**28%25%28%27%

km

This is a ‘nice to have’
, but I can live without

2019193063327365630**511944365it being offered
34%28%32%29%37%29%30%27%28%**29%24%29%29%

This is a 'great to
have' - makes a
difference and can sway

1622192821426255729**503137339my decision
27%32%31%27%16%29%21%28%27%**29%40%25%27%

iiiigij

29393157039536410663**995179669NET Important
48%56%52%54%44%58%53%52%58%**56%65%53%54%

im
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

224111452**123**--26This is a negative to me
2%2%4%2%1%2%**4%2%**-%-%2%

abhabh

This is not important to
me - don't mind if not

15165491317910**3420**149180offered
14%15%16%14%14%10%**11%20%**16%19%15%

eg

This is mandatory to me
243067525514935**7318**2215330- a must have
22%27%25%27%27%34%**25%18%**25%33%27%

ddd

This is a ‘nice to have’
, but I can live without

393268228316036**8435**2714365it being offered
36%29%27%30%29%36%**28%34%**31%31%29%

This is a 'great to
have' - makes a
difference and can sway

293108525415618**9427**247339my decision
27%27%28%27%28%17%**32%26%**27%16%27%

gag

5361616051030552**16845**4522669NET Important
49%54%53%54%56%52%**56%43%**53%50%54%

dd
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

3219**2426This is a negative to me
1%1%3%**2%2%

This is not important to
me - don't mind if not

2918131**167180offered
10%9%18%**14%15%

bc

This is mandatory to me
9358171**316330- a must have
32%30%23%**27%27%

a

This is a ‘nice to have’
, but I can live without

7955229**350365it being offered
27%28%31%**30%29%

This is a 'great to
have' - makes a
difference and can sway

8563187**320339my decision
30%32%25%**27%27%

178122357**636669NET Important
62%62%49%**54%54%

aa
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

21212****26************22426This is a negative to me
1%2%3%****2%************1%2%2%

This is not important to
me - don't mind if not

138384****179************12167180offered
7%13%20%****15%************7%16%15%

cbcbbj

This is mandatory to me
7217187****324************66258330- a must have
38%27%21%****27%************39%25%27%

abaai

This is a ‘nice to have’
, but I can live without

58188119****357************50307365it being offered
31%30%29%****29%************30%29%29%

This is a 'great to
have' - makes a
difference and can sway

44180115****334************39295339my decision
23%28%28%****27%************23%28%27%

116351202****658************105553669NET Important
61%55%48%****54%************62%53%54%

aaai
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

***********268712672526This is a negative to me
***********%2%1%2%*%2%1%2%2%

ddbdf

This is not important to
me - don't mind if not

**********3173108373818071165180offered
**********6%15%13%11%8%15%10%15%15%

bdbdbd

This is mandatory to me
**********1730322893152330213288330- a must have
**********36%26%27%29%33%27%30%26%27%

aacfa

This is a ‘nice to have’
, but I can live without

**********2033325690137365210329365it being offered
**********42%29%31%28%30%29%30%30%29%

a

This is a 'great to
have' - makes a
difference and can sway

**********832523397132339210308339my decision
**********16%28%28%30%29%27%30%28%27%

bc

**********25628461189284669423596669NET Important
**********52%54%55%59%62%54%60%53%54%

acfac
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**52910**************126This is a negative to me
**4%1%2%2%***************%2%

c

This is not important to
me - don't mind if not

**9366174**************38180offered
**7%13%16%17%**************8%15%

ddd

This is mandatory to me
**41929899**************146330- a must have
**30%32%26%23%**************32%27%

aa

This is a ‘nice to have’
, but I can live without

**4680102136**************133365it being offered
**34%28%27%31%**************30%29%

b

This is a 'great to
have' - makes a
difference and can sway

**3376111115**************131339my decision
**25%27%29%27%**************29%27%

**73169209214**************277669NET Important
**55%59%55%49%**************62%54%

a
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**26-261**1***1-126This is a negative to me
**2%-%2%*%***%***%1%-%*%2%

This is not important to
me - don't mind if not

**180517521**17**-2629180offered
**15%6%15%10%**7%**-%2%5%15%15%

bbcd

This is mandatory to me
**3281931171**77**17333865330- a must have
**27%24%27%36%**31%**38%29%35%33%27%

This is a ‘nice to have’
, but I can live without

**3633333253**81**13423547365it being offered
**29%41%29%27%**32%**30%37%33%24%29%

aa

This is a 'great to
have' - makes a
difference and can sway

**3362331653**75**14342952339my decision
**27%29%27%27%**30%**32%30%27%27%27%

**66442627124**152**306767116669NET Important
**54%53%54%63%**61%**70%60%62%60%54%
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

**-243-1**1-**26This is a negative to me
**-%2%1%-%*%***%-%**2%

This is not important to
me - don't mind if not

**916227731**126**180offered
**8%15%7%6%9%**6%6%**15%

ac

This is mandatory to me
**4327113233119**4931**330- a must have
**38%25%35%28%35%**27%28%**27%

bb

This is a ‘nice to have’
, but I can live without

**23323934493**6340**365it being offered
**21%30%25%37%27%**35%36%**29%

aca

This is a 'great to
have' - makes a
difference and can sway

**372901223498**5533**339my decision
**33%27%32%29%29%**31%30%**27%

b

**7956125467217**10464**669NET Important
**71%52%67%57%64%**58%58%**54%

bb
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**15151725**-1-**-7-26This is a negative to me
**2%1%*%1%2%**-%*%-%**-%1%-%2%

bc

This is not important to
me - don't mind if not

**1301233571164**22625**26615180offered
**17%12%9%10%15%**2%8%8%**2%10%5%15%

abcccac

This is mandatory to me
**188287130213288**3797108**43185118330- a must have
**24%28%34%30%26%**38%30%34%**45%28%40%27%

baabb

This is a ‘nice to have’
, but I can live without

**233305107207329**2310395**2019773365it being offered
**30%30%28%29%30%**24%32%30%**21%30%25%29%

c

This is a 'great to
have' - makes a
difference and can sway

**212282112210308**3310090**3220090339my decision
**27%28%29%30%28%**35%31%28%**33%30%30%27%

**400569242423596**70197198**75386208669NET Important
**51%56%63%60%53%**73%60%62%**77%59%70%54%

baaabbb
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********1514---1126This is a negative to me
********2%1%-%-%-%*%*%2%

This is not important to
me - don't mind if not

********12411522191523180offered
********17%12%4%5%9%9%8%15%

a

This is mandatory to me
********1792591922855692330- a must have
********24%27%45%42%39%32%33%27%

This is a ‘nice to have’
, but I can live without

********2272971010555876365it being offered
********30%31%23%20%25%34%27%29%

cd

This is a 'great to
have' - makes a
difference and can sway

********2012631218614387339my decision
********27%28%28%34%28%25%31%27%

********3805213040146100180669NET Important
********51%55%73%76%66%57%64%54%

bbb
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

224**24**3259221726152626This is a negative to me
2%2%**2%**1%2%1%2%2%2%1%2%2%

This is not important to
me - don't mind if not

16218**159**1817377176121173131171180offered
15%11%**15%**6%14%10%14%12%14%13%14%15%

acc

This is mandatory to me
26862**264**93317236326272323292320330- a must have

25%38%**25%**32%27%32%27%27%27%28%26%27%

bbb

This is a ‘nice to have’
, but I can live without

33629**314**82354217360294359307359365it being offered
31%18%**30%**29%30%29%29%29%30%29%30%29%

a

This is a 'great to
have' - makes a
difference and can sway

29049**301**91325207336294336297334339my decision
27%30%**28%**32%27%28%28%29%28%29%28%27%

558111**564**184643443662566658589654669NET Important
52%69%**53%**64%54%59%54%57%54%57%54%54%

bbb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 44  (continuation)                                                                                                                                                    Page 856
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

17925*151831****-26This is a negative to me
3%1%2%*%1%2%2%2%*%****-%2%

a

This is not important to
me - don't mind if not

8199163892914379****7180offered
15%14%15%15%8%12%16%6%6%****4%15%

aaa

This is mandatory to me
1401902791141592264242****48330- a must have

26%27%26%22%37%25%26%36%28%****30%27%

bcbc

This is a ‘nice to have’
, but I can live without

1592063101737832483446****52365it being offered
30%29%29%34%33%35%28%29%31%****33%29%

b

This is a 'great to
have' - makes a
difference and can sway

1392003011523622443352****51339my decision
26%28%28%29%21%26%28%28%35%****33%27%

27939058025631214707594****99669NET Important
52%55%54%51%57%51%53%63%63%****63%54%

bc
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

15311**4143226This is a negative to me
2%4%2%1%1%*%*%3%1%3%2%2%2%

g

This is not important to
me - don't mind if not

1313181913162371321148180offered
21%12%14%14%17%22%20%5%15%18%12%10%15%

aeeeeaekaeee

This is mandatory to me
173129211516364933313122330- a must have
26%28%23%16%19%22%31%36%38%26%27%25%27%

iighijaghij

This is a ‘nice to have’
, but I can live without

182744373527363317272935365it being offered
28%25%34%28%45%37%31%24%20%23%26%41%29%

dbcdeiklcdekdbcdek

This is a 'great to
have' - makes a
difference and can sway

143433551414204222343719339my decision
23%31%26%41%18%19%17%31%26%29%32%22%27%

fgadfghjlfghffgh

316562762930569155656841669NET Important
49%59%49%57%37%41%49%67%64%56%60%47%54%

ghghafghjlafghjlghgh
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

925926This is a negative to me
3%1%2%3%2%

c

This is not important to
me - don't mind if not

45494343180offered
15%17%13%14%15%

This is mandatory to me
765311883330- a must have
25%18%35%26%27%

cacdc

This is a ‘nice to have’
, but I can live without

881008691365it being offered
29%35%26%29%29%

b

This is a 'great to
have' - makes a
difference and can sway

82838490339my decision
27%29%25%28%27%

158136202173669NET Important
53%47%60%55%54%

c
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

***-141**-11617This is a negative to me
*%**-%*%1%1%**-%2%1%1%

This is not important to
me - don't mind if not

9**1257728**25201209offered
22%**14%17%17%17%**15%17%17%17%

This is mandatory to me
12**17849413**38285298- a must have
28%**21%26%22%28%**24%27%24%24%

abceabce

This is a ‘nice to have’
, but I can live without

16**299314612**47369381it being offered
38%**36%28%34%26%**37%24%31%31%

bdebd

This is a 'great to
have' - makes a
difference and can sway

5**249311813**39322335my decision
12%**29%28%27%28%**24%30%27%27%

dedede

17**4217621226**616607633NET Important
40%**50%54%49%56%**48%57%51%51%

ee
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

2*411-224-**1-217This is a negative to me
3%*%7%1%-%2%2%2%-%**1%-%1%1%

lacefijl

This is not important to
me - don't mind if not

121112173127183320**281726209offered
19%17%20%16%14%8%15%16%19%**16%22%17%17%

hhcghijlh

This is mandatory to me
1415122571920295821**571036298- a must have
24%22%20%24%22%22%24%28%20%**32%12%24%24%

bbbejkl

This is a ‘nice to have’
, but I can live without

2020143273132494839**452750381it being offered
34%30%23%31%36%35%40%23%36%**26%35%34%31%

dfkdkdkdkcdfkdfkddk

This is a 'great to
have' - makes a
difference and can sway

1222192832629226228**442435335my decision
20%32%31%27%29%32%18%30%25%**25%31%23%27%

gmgmgmgmgm

26373153944505112049**1013471633NET Important
44%53%51%51%51%54%43%59%45%**58%43%48%51%

egmgm

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 45  (continuation)                                                                                                                                                    Page 861
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

2148972**7-**--17This is a negative to me
2%1%2%1%1%2%**2%-%**-%-%1%

a

This is not important to
me - don't mind if not

1819150159958**5721**117209offered
16%17%17%17%17%8%**19%20%**13%16%17%

ggg

This is mandatory to me
272717222613336**5926**1513298- a must have
25%24%24%24%24%35%**20%25%**17%29%24%

beh

This is a ‘nice to have’
, but I can live without

333489428716634**8538**2812381it being offered
30%31%31%31%30%34%**29%37%**33%28%31%

This is a 'great to
have' - makes a
difference and can sway

293067825714721**9019**3212335my decision
26%27%26%27%27%21%**30%18%**37%27%27%

dddgh

5657715048328157**14945**4725633NET Important
51%51%50%51%51%56%**50%43%**55%56%51%
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

1413**1517This is a negative to me
*%2%2%**1%1%

cc

This is not important to
me - don't mind if not

3024149**194209offered
11%12%20%**16%17%

bc

This is mandatory to me
8750158**284298- a must have
30%25%22%**24%24%

a

This is a ‘nice to have’
, but I can live without

6970241**357381it being offered
24%36%33%**30%31%

cc

This is a 'great to
have' - makes a
difference and can sway

10249176**327335my decision
35%25%24%**28%27%

abb

18999334**611633NET Important
66%50%45%**52%51%

abb
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

*79****17*************1717This is a negative to me
*%1%2%****1%*************%2%1%

c

This is not important to
me - don't mind if not

249491****208************23185209offered
12%15%22%****17%************14%18%17%

bcjj

This is mandatory to me
6713991****291************61230298- a must have
36%22%22%****24%************36%22%24%

abai

This is a ‘nice to have’
, but I can live without

46212124****377************41336381it being offered
24%33%30%****31%************24%32%31%

cbb

This is a 'great to
have' - makes a
difference and can sway

52182101****328************45283335my decision
28%29%24%****27%************26%27%27%

120322192****619************105513633NET Important
63%51%46%****51%************62%49%51%

abaiai

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 45  (continuation)                                                                                                                                                    Page 864
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

**********-179111731517This is a negative to me
**********-%1%1%*%*%1%*%1%1%

bdebd

This is not important to
me - don't mind if not

**********7194134494620980192209offered
**********15%17%16%15%10%17%11%17%17%

abbddbdbd

This is mandatory to me
**********1327521071151298196261298- a must have
**********28%24%25%22%33%24%28%23%24%

aabcefae

This is a ‘nice to have’
, but I can live without

**********1735826596129381223346381it being offered
**********37%31%32%30%28%31%31%31%31%

cc

This is a 'great to
have' - makes a
difference and can sway

**********10315217106134335209301335my decision
**********21%27%26%33%29%27%29%27%27%

acf

**********23590427178285633404562633NET Important
**********48%51%51%55%62%51%57%50%51%

acefacf
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**4257**************117This is a negative to me
**3%1%1%2%***************%1%

c

This is not important to
me - don't mind if not

**13486780**************46209offered
**10%17%18%18%**************10%17%

ddd

This is mandatory to me
**39739096**************147298- a must have
**29%26%24%22%**************33%24%

This is a ‘nice to have’
, but I can live without

**4186111143**************124381it being offered
**31%30%29%33%**************28%31%

This is a 'great to
have' - makes a
difference and can sway

**3778109108**************132335my decision
**28%27%29%25%**************29%27%

**76151198204**************279633NET Important
**57%53%52%47%**************62%51%

a
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**17-17-**1***1--17This is a negative to me
**1%-%1%-%***%***%1%-%-%1%

This is not important to
me - don't mind if not

**2081119826**19**111924209offered
**17%13%17%13%**8%**3%10%8%12%17%

ad

This is mandatory to me
**2982127765**81**14423165298- a must have
**24%26%24%33%**32%**32%37%28%33%24%

This is a ‘nice to have’
, but I can live without

**3802036248**78**15253653381it being offered
**31%25%31%24%**31%**34%22%34%28%31%

c

This is a 'great to
have' - makes a
difference and can sway

**3312930658**72**13343251335my decision
**27%36%26%29%**29%**31%30%30%27%27%

a

**62850583123**154**277562116633NET Important
**51%62%50%62%**61%**63%67%58%60%51%

a
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

**-15--1**1-**17This is a negative to me
**-%1%-%-%*%***%-%**1%

a

This is not important to
me - don't mind if not

**13185381333**1912**209offered
**12%17%10%11%10%**11%11%**17%

a

This is mandatory to me
**4024713134116**4830**298- a must have
**36%23%35%29%34%**27%28%**24%

bb

This is a ‘nice to have’
, but I can live without

**27335823495**4730**381it being offered
**25%31%22%29%28%**26%27%**31%

a

This is a 'great to
have' - makes a
difference and can sway

**312881253797**6538**335my decision
**28%27%33%31%28%**36%34%**27%

b

**7153425672213**11269**633NET Important
**64%50%68%61%62%**63%62%**51%

bb
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**1471315**-1-**-3-17This is a negative to me
**2%1%*%*%1%**-%*%-%**-%*%-%1%

abc

This is not important to
me - don't mind if not

**1491433980192**43525**27421209offered
**19%14%10%11%17%**4%11%8%**2%11%7%17%

abccacc

This is mandatory to me
**173267129193261**38104111**40170118298- a must have
**22%26%33%27%23%**40%32%35%**41%26%40%24%

bababb

This is a ‘nice to have’
, but I can live without

**242308106222345**199682**2021361381it being offered
**31%30%28%31%31%**20%29%26%**20%32%21%31%

ac

This is a 'great to
have' - makes a
difference and can sway

**200286110209301**3593100**3519695335my decision
**26%28%29%29%27%**37%28%31%**36%30%32%27%

**373553239402562**73196211**74366213633NET Important
**48%55%62%57%50%**76%60%66%**77%56%72%51%

baaabbb
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********147---1-17This is a negative to me
********2%1%-%-%-%*%-%1%

a

This is not important to
me - don't mind if not

********14413243202521209offered
********19%14%10%6%9%14%8%17%

aa

This is mandatory to me
********1562461622794597298- a must have
********21%26%37%41%36%26%35%24%

bbbb

This is a ‘nice to have’
, but I can live without

********23828888545479381it being offered
********32%30%20%16%24%31%28%31%

d

This is a 'great to
have' - makes a
difference and can sway

********1952751420684883335my decision
********26%29%33%37%31%28%30%27%

********351521294114794179633NET Important
********47%55%70%78%67%54%64%51%

bbabbb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 45  (continuation)                                                                                                                                                    Page 870

Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

161**15**2177171117141717This is a negative to me
1%1%**1%**1%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

19019**183**3119799204153202154202209offered
18%12%**17%**11%16%13%17%15%17%15%17%17%

ac

This is mandatory to me
23958**230**99287192294231293260291298- a must have

22%36%**22%**34%24%26%24%23%24%25%24%24%

baab

This is a ‘nice to have’
, but I can live without

33745**341**82371229371314373321370381it being offered
31%28%**32%**29%31%31%30%31%31%31%31%31%

This is a 'great to
have' - makes a
difference and can sway

29738**293**72322219335289332293330335my decision
28%24%**28%**25%27%29%27%29%27%28%27%27%

53697**523**171609411628521625553621633NET Important
50%60%**49%**60%51%55%51%52%51%53%51%51%

bb
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

9816*141311****-17This is a negative to me
2%1%1%*%1%1%1%1%*%****-%1%

This is not important to
me - don't mind if not

961121851112401551313****16209offered
18%16%17%23%11%17%18%11%9%****10%17%

aa

This is mandatory to me
138160246943602033335****42298- a must have

26%23%23%17%39%25%23%28%24%****27%24%

bc

This is a ‘nice to have’
, but I can live without

1712113341927792663541****39381it being offered
32%30%31%38%25%33%30%30%28%****25%31%

This is a 'great to
have' - makes a
difference and can sway

1212142961128562423759****60335my decision
23%30%28%22%25%24%28%31%40%****38%27%

b

25937454220701164457095****102633NET Important
48%53%50%39%64%49%51%59%63%****65%51%

bcc
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

12142*-21-1217This is a negative to me
2%2%1%3%3%*%-%2%1%-%*%2%1%

This is not important to
me - don't mind if not

91723161016252318201814209offered
14%16%18%12%13%21%22%17%21%17%16%16%17%

This is mandatory to me
103125212921264020192926298- a must have
16%28%20%16%37%28%23%30%24%16%26%30%24%

cicfijlcilcilcil

This is a ‘nice to have’
, but I can live without

203049482519353321493320381it being offered
31%27%39%36%31%26%31%25%24%42%29%23%31%

adegaabdegk

This is a 'great to
have' - makes a
difference and can sway

233028441317283726293425335my decision
37%27%22%33%17%24%24%27%31%25%30%28%27%

ghjhh

336153664239557747486351633NET Important
53%55%42%49%53%52%47%57%54%41%55%59%51%

ccjccjcj
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

573217This is a negative to me
2%2%1%1%1%

This is not important to
me - don't mind if not

49426651209offered
16%15%20%16%17%

This is mandatory to me
66718774298- a must have
22%25%26%23%24%

This is a ‘nice to have’
, but I can live without

999290101381it being offered
33%32%27%32%31%

This is a 'great to
have' - makes a
difference and can sway

81759188335my decision
27%26%27%28%27%

147146178161633NET Important
49%51%53%51%51%
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

1***14171***15355This is a negative to me
1%***%4%4%3%**1%3%4%4%

c

This is not important to
me - don't mind if not

5**635475**13127132offered
12%**7%11%11%10%**9%11%11%11%

This is mandatory to me
20**3112916818**411466484- a must have
47%**38%39%39%38%**37%38%39%39%

This is a ‘nice to have’
, but I can live without

13**17809011**37273283it being offered
31%**21%25%21%24%**26%24%23%23%

a

This is a 'great to
have' - makes a
difference and can sway

4**286911212**37275286my decision
9%**34%21%26%26%**27%24%23%23%

bdeee

24**5919828029**818741770NET Important
56%**72%61%64%64%**64%61%62%62%

e
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

14446228101**12-1055This is a negative to me
1%6%6%4%3%3%7%5%1%**7%-%6%4%

mmbmbmm

This is not important to
me - don't mind if not

66611412133258**27617132offered
10%9%10%11%14%14%3%12%8%**15%7%11%11%

ggggggggg

This is mandatory to me
2526224112538487957**592965484- a must have
42%38%36%39%29%42%40%39%53%**34%37%44%39%

cdfijkl

This is a ‘nice to have’
, but I can live without

1114132463016383918**333032283it being offered
18%20%21%23%34%17%32%19%16%**19%39%21%23%

cefhjklmcefhlmacefhjkl

m

This is a 'great to
have' - makes a
difference and can sway

1818172341823225124**441426286my decision
29%27%27%22%20%25%18%25%22%**25%17%18%23%

agja

43443964543617013081**1024291770NET Important
71%65%63%61%49%67%58%64%75%**59%54%61%62%

bcgijiiiabcgij
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

4511342293**107**1*55This is a negative to me
4%4%4%4%5%3%**3%7%**2%1%4%

This is not important to
me - don't mind if not

812431101432**5016**94132offered
8%11%10%11%8%2%**17%16%**10%8%11%

gghghgg

This is mandatory to me
4144213534919860**10236**3721484- a must have
38%39%45%37%36%59%**34%35%**43%47%39%

abdeh

This is a ‘nice to have’
, but I can live without

232606322014817**6315**276283it being offered
21%23%21%23%27%17%**21%15%**32%13%23%

acdgacdeg

This is a 'great to
have' - makes a
difference and can sway

322546022613020**7329**1113286my decision
30%22%20%24%24%19%**24%28%**13%30%23%

bbbb

7469619557532879**17565**4935770NET Important
68%62%65%61%60%78%**59%63%**57%77%62%

bdehbebeh
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

61137**5355This is a negative to me
2%5%5%**4%4%

cc

This is not important to
me - don't mind if not

261589**125132offered
9%8%12%**11%11%

This is mandatory to me
12097259**461484- a must have

42%49%35%**39%39%

aa

This is a ‘nice to have’
, but I can live without

5530198**266283it being offered
19%15%27%**23%23%

bc

This is a 'great to
have' - makes a
difference and can sway

8145154**273286my decision
28%23%21%**23%23%

a

201142413**734770NET Important
70%72%56%**62%62%

aa
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

32526****55************35155This is a negative to me
2%4%6%****4%************2%5%4%

cb

This is not important to
me - don't mind if not

157443****131************15117132offered
8%12%10%****11%************9%11%11%

This is mandatory to me
108238138****472************96376484- a must have

57%38%33%****39%************57%36%39%

abaiai

This is a ‘nice to have’
, but I can live without

34146104****277************28250283it being offered
18%23%25%****23%************16%24%23%

cbbb

This is a 'great to
have' - makes a
difference and can sway

29151106****285************28257286my decision
16%24%25%****23%************16%24%23%

ccbjbj

137389244****757************124633770NET Important
72%61%58%****62%************73%60%62%

abai
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

***********542751555215255This is a negative to me
**********1%5%3%2%3%4%3%5%4%

ee

This is not important to
me - don't mind if not

**********312893313713260131132offered
**********7%11%11%10%8%11%8%12%11%

bd

This is mandatory to me
**********22446336140193484314420484- a must have
**********45%38%40%43%42%39%44%38%39%

ac

This is a ‘nice to have’
, but I can live without

**********1526019475103283144254283it being offered
**********32%22%23%23%22%23%20%23%23%

This is a 'great to
have' - makes a
difference and can sway

**********727118572111286172257286my decision
**********15%23%22%22%24%23%24%23%23%

**********29717521212304770487677770NET Important
**********60%62%62%66%66%62%68%61%62%

aacf
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**6161815**************1555This is a negative to me
**4%6%5%3%**************3%4%

This is not important to
me - don't mind if not

**20244345**************37132offered
**15%8%11%10%**************8%11%

c

This is mandatory to me
**71124135153**************186484- a must have
**53%43%35%35%**************41%39%

abcab

This is a ‘nice to have’
, but I can live without

**245789113**************99283it being offered
**18%20%23%26%**************22%23%

d

This is a 'great to
have' - makes a
difference and can sway

**126696108**************111286my decision
**9%23%25%25%**************25%23%

ddd

**83190231261**************297770NET Important
**63%66%61%60%**************66%62%
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**5515410**5***43855This is a negative to me
**4%1%5%5%**2%***%4%2%4%4%

This is not important to
me - don't mind if not

**1311112119**18**471016132offered
**11%14%10%10%**7%**10%7%9%8%11%

This is mandatory to me
**4803744677**111**24503780484- a must have
**39%46%38%39%**44%**55%45%34%42%39%

b

This is a ‘nice to have’
, but I can live without

**2811726743**58**6252844283it being offered
**23%21%23%22%**23%**15%23%26%23%23%

This is a 'great to
have' - makes a
difference and can sway

**2861527249**58**9253145286my decision
**23%18%23%25%**23%**21%22%28%23%23%

**76652718126**170**337568125770NET Important
**62%65%62%64%**68%**75%67%63%65%62%
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

**75016114**11**55This is a negative to me
**6%5%4%1%4%**1%1%**4%

This is not important to
me - don't mind if not

**8128321324**1613**132offered
**7%12%9%11%7%**9%12%**11%

This is mandatory to me
**5240216751141**7047**484- a must have
**47%38%44%43%41%**39%42%**39%

bb

This is a ‘nice to have’
, but I can live without

**23245642380**4522**283it being offered
**20%23%17%20%23%**25%20%**23%

a

This is a 'great to
have' - makes a
difference and can sway

**22243982982**4728**286my decision
**20%23%26%25%24%**26%25%**23%

**7464626481223**11874**770NET Important
**66%60%70%68%65%**66%67%**62%

b
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**2446142152**2118**7191055This is a negative to me
**3%5%4%3%5%**2%3%3%**7%3%3%4%

b

This is not important to
me - don't mind if not

**83983060131**72529**75618132offered
**11%10%8%8%12%**8%8%9%**8%9%6%11%

bc

This is mandatory to me
**297410155312420**49139147**50282154484- a must have
**38%41%40%44%38%**51%42%46%**52%43%52%39%

ab

This is a ‘nice to have’
, but I can live without

**18622792144254**197563**1413846283it being offered
**24%22%24%20%23%**20%23%20%**15%21%16%23%

a

This is a 'great to
have' - makes a
difference and can sway

**18723194172257**187871**1816168286my decision
**24%23%24%24%23%**19%24%22%**18%25%23%23%

**484640249484677**67217218**68443222770NET Important
**62%63%65%68%61%**70%66%69%**70%67%75%62%

ab
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********2444-1921155This is a negative to me
********3%5%-%2%4%1%4%4%

This is not important to
me - don't mind if not

********809335181524132offered
********11%10%7%10%8%9%8%11%

This is mandatory to me
********27938022259376115484- a must have
********37%40%52%47%42%44%41%39%

This is a ‘nice to have’
, but I can live without

********180216911464461283it being offered
********24%23%22%21%21%26%22%23%

This is a 'great to
have' - makes a
difference and can sway

********185214811563669286my decision
********25%23%20%20%25%20%25%23%

********4645943035148111184770NET Important
********62%63%72%67%67%64%66%62%
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

477**41**145128553955485555This is a negative to me
4%5%**4%**5%4%4%4%4%4%5%5%4%

This is not important to
me - don't mind if not

11418**113**21129641289913088130132offered
11%11%**11%**7%11%9%10%10%11%8%11%11%

This is mandatory to me
39787**400**131470322473388474427470484- a must have

37%54%**38%**46%39%43%39%39%39%41%39%39%

bb

This is a ‘nice to have’
, but I can live without

25925**255**53270156281237275230275283it being offered
24%15%**24%**18%23%21%23%24%23%22%23%23%

a

This is a 'great to
have' - makes a
difference and can sway

26224**254**68274176283236283248281286my decision
24%15%**24%**24%23%24%23%24%23%24%23%23%

a

659111**654**199744497756624757675751770NET Important
61%69%**62%**69%62%67%62%62%62%65%62%62%

bb
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

223352-2143641****155This is a negative to me
4%5%5%-%2%6%4%4%*%****1%4%

This is not important to
me - don't mind if not

597311471123102713****13132offered
11%10%11%15%10%9%12%6%9%****8%11%

a

This is mandatory to me
1952884042257903256552****64484- a must have

36%41%38%45%51%38%37%55%35%****40%39%

cbcb

This is a ‘nice to have’
, but I can live without

135149250923602041739****32283it being offered
25%21%23%18%21%25%23%14%26%****20%23%

aa

This is a 'great to
have' - makes a
difference and can sway

1251612571118512112445****48286my decision
23%23%24%22%16%21%24%21%30%****30%23%

a

32045066134751415369097****112770NET Important
60%64%61%67%67%59%61%76%65%****71%62%

bc
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

18573333436855This is a negative to me
2%7%4%6%4%4%2%2%5%3%5%10%4%

cefl

This is not important to
me - don't mind if not

810791741719512159132offered
13%9%6%7%21%6%15%14%5%10%13%11%11%

dacdgijkdgjdgjd

This is mandatory to me
224154503724426825493933484- a must have
34%38%42%37%46%32%37%50%29%42%34%38%39%

ddgbdfgld

This is a ‘nice to have’
, but I can live without

112135271417272728242726283it being offered
18%19%27%20%18%23%23%20%32%20%23%30%23%

cehklhl

This is a 'great to
have' - makes a
difference and can sway

20302640926261924292710286my decision
32%27%20%30%11%35%23%14%28%25%24%12%23%

aehaehaehaefhjahaehaehah

427280904550698749786643770NET Important
67%65%63%67%57%67%60%64%57%67%58%50%62%

aaaaaaa
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

1414101755This is a negative to me
5%5%3%5%4%

This is not important to
me - don't mind if not

26304036132offered
9%11%12%11%11%

This is mandatory to me
117110135121484- a must have

39%39%40%38%39%

This is a ‘nice to have’
, but I can live without

67588276283it being offered
22%20%24%24%23%

This is a 'great to
have' - makes a
difference and can sway

77756966286my decision
25%26%21%21%23%

193185205187770NET Important
64%65%61%59%62%
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

3***281***12223This is a negative to me
7%***%1%2%3%**1%3%2%2%

abc

This is not important to
me - don't mind if not

9**14345010**25145155offered
21%**16%10%11%21%**21%18%12%12%

ababaabaa

This is mandatory to me
11**2110313713**48378390- a must have
26%**26%32%31%28%**31%27%32%31%

ce

This is a ‘nice to have’
, but I can live without

11**28908211**37279289it being offered
26%**34%27%19%23%**23%24%23%23%

aa

This is a 'great to
have' - makes a
difference and can sway

9**199715812**38370382my decision
20%**24%30%36%26%**25%28%31%31%

dddcded

19**4120129525**716748773NET Important
46%**49%61%68%54%**56%55%63%62%

cecdebde
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

211204*15***61223This is a negative to me
3%2%2%2%5%*%1%2%*%**3%2%1%2%

This is not important to
me - don't mind if not

71061321111102019**191127155offered
12%14%10%13%13%12%8%10%17%**11%14%18%12%

g

This is mandatory to me
2018213312534466436**641439390- a must have
33%27%34%32%28%37%39%31%34%**36%18%26%31%

bbbbblbb

This is a ‘nice to have’
, but I can live without

1117112502126314730**232240289it being offered
19%25%18%24%24%29%26%23%27%**13%27%27%23%

cccccccccc

This is a 'great to
have' - makes a
difference and can sway

2022223182620326923**643141382my decision
34%33%36%30%30%21%26%34%22%**37%40%28%31%

eeheheh

40414264951537813360**1284580773NET Important
67%59%70%62%58%59%65%65%55%**73%57%54%62%

aaeabehijl
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you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

518915102**63***123This is a negative to me
5%2%3%2%2%2%**2%3%***%3%2%

a

This is not important to
me - don't mind if not

8147411145512**4218**135155offered
7%13%14%12%10%12%**14%17%**15%11%12%

h

This is mandatory to me
313598131017932**8622**3213390- a must have
29%32%27%33%33%32%**29%21%**37%29%31%

bdadeghd

This is a ‘nice to have’
, but I can live without

262638120911930**7229**1811289it being offered
24%23%27%22%22%30%**24%28%**21%25%23%

cccc

This is a 'great to
have' - makes a
difference and can sway

383449029218525**9132**2314382my decision
35%30%30%31%34%24%**30%31%**27%31%31%

7070317160236457**17753**5527773NET Important
64%62%57%64%66%56%**59%52%**64%61%62%

bddg
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

1319**2123This is a negative to me
4%1%1%**2%2%

ab

This is not important to
me - don't mind if not

2624101**148155offered
9%12%14%**13%12%

c

This is mandatory to me
9464228**370390- a must have
33%32%31%**31%31%

This is a ‘nice to have’
, but I can live without

5740192**276289it being offered
20%20%26%**23%23%

c

This is a 'great to
have' - makes a
difference and can sway

9969206**362382my decision
34%35%28%**31%31%

a

194132434**733773NET Important
67%67%59%**62%62%

aa
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

4118****23************41923This is a negative to me
2%2%2%****2%************2%2%2%

This is not important to
me - don't mind if not

237061****152************20132155offered
12%11%15%****12%************12%13%12%

This is mandatory to me
81187123****386************76310390- a must have
43%29%29%****32%************45%29%31%

abaij

This is a ‘nice to have’
, but I can live without

4016287****286************37249289it being offered
21%26%21%****23%************22%24%23%

This is a 'great to
have' - makes a
difference and can sway

40204138****374************32342382my decision
21%32%33%****31%************19%33%31%

ccbbb

121391261****760************109652773NET Important
64%62%63%****62%************64%62%62%
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you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

**********12395623111923This is a negative to me
**********2%2%1%2%1%2%2%2%2%

This is not important to
me - don't mind if not

**********4147118295015579136155offered
**********8%13%14%9%11%12%11%12%12%

abe

This is mandatory to me
**********18360266100160390251344390- a must have
**********38%31%32%31%35%31%35%31%31%

a

This is a ‘nice to have’
, but I can live without

**********142711897595289140270289it being offered
**********28%23%23%23%21%23%20%24%23%

ccbb

This is a 'great to
have' - makes a
difference and can sway

**********11359253113148382230345382my decision
**********23%31%30%35%32%31%32%31%31%

**********29718518213308773481689773NET Important
**********61%62%62%66%67%62%68%62%62%

aacf
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**24414**************623This is a negative to me
**2%1%1%3%**************1%2%

b

This is not important to
me - don't mind if not

**13385351**************48155offered
**10%13%14%12%**************11%12%

This is mandatory to me
**5892105136**************157390- a must have
**44%32%27%31%**************35%31%

abc

This is a ‘nice to have’
, but I can live without

**317480104**************91289it being offered
**23%26%21%24%**************20%23%

This is a 'great to
have' - makes a
difference and can sway

**2980139131**************147382my decision
**22%28%37%30%**************33%31%

cdd

**88171244266**************304773NET Important
**66%60%64%61%**************68%62%
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**212215**2**111323This is a negative to me
**2%3%2%2%**1%**1%1%1%2%2%

This is not important to
me - don't mind if not

**1541014526**23**712625155offered
**13%12%13%13%**9%**15%10%6%13%12%

bb

This is mandatory to me
**3883036160**95**16364068390- a must have
**31%37%31%30%**38%**37%32%37%35%31%

This is a ‘nice to have’
, but I can live without

**2872026942**53**10252832289it being offered
**23%25%23%21%**21%**24%22%26%17%23%

a

This is a 'great to
have' - makes a
difference and can sway

**3821836464**78**9383265382my decision
**31%23%31%32%**31%**22%34%30%33%31%

**77048724124**173**267472132773NET Important
**62%60%62%63%**69%**59%66%67%69%62%
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

**2176-6**1-**23This is a negative to me
**2%2%2%-%2%***%-%**2%

This is not important to
me - don't mind if not

**9134321238**2012**155offered
**8%12%9%10%11%**11%11%**12%

a

This is mandatory to me
**3232811447113**6640**390- a must have
**29%31%30%40%33%**37%36%**31%

This is a ‘nice to have’
, but I can live without

**25260912768**4228**289it being offered
**22%24%24%23%20%**24%26%**23%

This is a 'great to
have' - makes a
difference and can sway

**4333113331117**5030**382my decision
**39%31%35%26%34%**28%27%**31%

**7665824779230**11670**773NET Important
**68%62%66%67%67%**65%63%**62%
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**141961119**256**19523This is a negative to me
**2%2%2%2%2%**2%2%2%**1%1%2%2%

This is not important to
me - don't mind if not

**921213979136**133930**137426155offered
**12%12%10%11%12%**14%12%9%**14%11%9%12%

This is mandatory to me
**246321133249344**31115107**2722998390- a must have
**32%32%35%35%31%**33%35%34%**28%35%33%31%

a

This is a ‘nice to have’
, but I can live without

**17723780139270**176473**2013160289it being offered
**23%23%21%20%24%**17%19%23%**21%20%20%23%

b

This is a 'great to
have' - makes a
difference and can sway

**250314126230345**33105102**35213108382my decision
**32%31%33%32%31%**34%32%32%**37%33%36%31%

**495635259479689**64220209**62442205773NET Important
**64%63%67%68%62%**67%67%66%**64%67%69%62%

aa
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********1217-141623This is a negative to me
********2%2%-%2%2%*%2%2%

This is not important to
me - don't mind if not

********9011367231932155offered
********12%12%14%12%10%11%11%12%

This is mandatory to me
********2343021417696589390- a must have
********31%32%35%32%31%37%32%31%

This is a ‘nice to have’
, but I can live without

********1732241313494059289it being offered
********23%24%31%25%22%23%21%23%

This is a 'great to
have' - makes a
difference and can sway

********238291815764994382my decision
********32%31%20%29%34%28%34%31%

e

********4725932332145114182773NET Important
********63%63%55%60%66%66%65%62%
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

221**20**22214231922142223This is a negative to me
2%1%**2%**1%2%2%2%2%2%1%2%2%

This is not important to
me - don't mind if not

13322**131**2515375153121153121153155offered
12%14%**12%**9%13%10%13%12%13%12%13%12%

c

This is mandatory to me
32763**324**103379248385324383331379390- a must have

30%39%**31%**36%32%33%32%32%31%32%31%31%

ba

This is a ‘nice to have’
, but I can live without

25732**248**52279169281229281250281289it being offered
24%20%**23%**18%23%23%23%23%23%24%23%23%

c

This is a 'great to
have' - makes a
difference and can sway

33943**339**105362240378305378325375382my decision
31%27%**32%**37%30%32%31%31%31%31%31%31%

b

667106**663**208741487763629761656754773NET Important
62%66%**62%**72%62%65%63%63%63%63%62%62%

ab
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

16822-221562****223This is a negative to me
3%1%2%-%2%1%2%5%1%****1%2%

abc

This is not important to
me - don't mind if not

70851426625120911****17155offered
13%12%13%12%6%11%14%8%7%****11%12%

ab

This is mandatory to me
1792113221650822594652****55390- a must have

33%30%30%33%45%34%30%39%34%****35%31%

cb

This is a ‘nice to have’
, but I can live without

1191702541124592091937****35289it being offered
22%24%24%22%22%25%24%16%25%****22%23%

a

This is a 'great to
have' - makes a
difference and can sway

1522303381728702753748****48382my decision
28%33%31%33%25%30%31%31%32%****31%31%

a

33144266033781525348499****104773NET Important
62%63%61%65%71%64%61%71%66%****66%62%

cb
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

114-5**1123623This is a negative to me
2%1%3%-%7%1%*%*%1%2%2%6%2%

defgikdefgik

This is not important to
me - don't mind if not

14101915913141014121313155offered
22%9%15%11%11%17%12%8%16%10%12%15%12%

ceikee

This is mandatory to me
183838322423475032322927390- a must have
29%35%30%24%31%31%41%37%37%28%25%31%31%

bciii

This is a ‘nice to have’
, but I can live without

122027441916313418252913289it being offered
19%18%21%33%25%21%27%25%21%21%26%15%23%

aklaaa

This is a 'great to
have' - makes a
difference and can sway

174039432122234021464028382my decision
27%37%31%33%27%30%20%30%24%40%35%32%31%

dffdfff

367977754645709153786955773NET Important
57%71%60%56%58%61%61%67%62%67%60%63%62%

il
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

6611023This is a negative to me
2%2%*%3%2%

bb

This is not important to
me - don't mind if not

43363838155offered
14%13%11%12%12%

This is mandatory to me
947912988390- a must have
31%27%38%28%31%

ac

This is a ‘nice to have’
, but I can live without

59798467289it being offered
20%28%25%21%23%

d

This is a 'great to
have' - makes a
difference and can sway

978785114382my decision
32%30%25%36%31%

bb

191166214202773NET Important
64%58%63%64%62%
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

2***611***11616This is a negative to me
4%***%2%*%1%**1%2%1%1%

aca

This is not important to
me - don't mind if not

7**946557**15158165offered
16%**11%14%13%14%**11%16%13%13%

This is mandatory to me
8**196913010**36312323- a must have

18%**23%21%30%22%**23%22%26%26%

bebe

This is a ‘nice to have’
, but I can live without

19**308811214**48326340it being offered
45%**36%27%26%31%**37%29%27%27%

abdada

This is a 'great to
have' - makes a
difference and can sway

7**2511713714**39382396my decision
16%**30%36%32%30%**28%31%32%32%

eeee

15**4418726724**615695719NET Important
34%**54%57%61%53%**51%53%58%58%

bceeee
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

114102*12-**3-216This is a negative to me
2%2%6%1%2%*%1%1%-%**2%-%1%1%

efhj

This is not important to
me - don't mind if not

8981401110103611**38812165offered
13%14%12%13%13%11%8%18%10%**22%11%8%13%

agaeghjkm

This is mandatory to me
1819182673221364236**341447323- a must have
30%28%30%25%37%23%30%20%33%**20%18%32%26%

ccbcdfjbcdfcf

This is a ‘nice to have’
, but I can live without

1216113022425405432**483339340it being offered
19%23%18%29%27%28%33%27%30%**27%42%26%27%

kmkmkkadfjklm

This is a 'great to
have' - makes a
difference and can sway

2123213311935337030**522449396my decision
35%33%34%32%22%39%28%34%28%**30%30%33%32%

iibcegijl

39423959951566911266**863797719NET Important
65%61%64%57%58%62%58%55%61%**49%48%65%58%

bcjcbcbc
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

31311532**72**-*16This is a negative to me
3%1%*%2%1%2%**2%2%**-%1%1%

h

This is not important to
me - don't mind if not

14151411237318**4110**85165offered
13%13%14%13%13%17%**14%10%**9%12%13%

This is mandatory to me
223017325014330**7626**1612323- a must have
20%27%24%27%26%30%**26%25%**18%28%26%

bdeh

This is a ‘nice to have’
, but I can live without

283129724313929**7137**3812340it being offered
26%28%32%26%25%28%**24%36%**44%26%27%

aehacegh

This is a 'great to
have' - makes a
difference and can sway

423548930719023**10228**2515396my decision
39%31%29%33%35%22%**34%27%**29%33%32%

gg

6465516155733353**17854**4127719NET Important
59%58%54%59%61%52%**60%52%**47%60%58%

bbbd

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 48  (continuation)                                                                                                                                                    Page 907

Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

448**1516This is a negative to me
1%2%1%**1%1%

This is not important to
me - don't mind if not

3017113**158165offered
11%9%15%**13%13%

bc

This is mandatory to me
8849179**302323- a must have
31%25%24%**26%26%

a

This is a ‘nice to have’
, but I can live without

5056232**322340it being offered
17%28%31%**27%27%

cc

This is a 'great to
have' - makes a
difference and can sway

11671204**382396my decision
40%36%28%**32%32%

aa

204121383**684719NET Important
71%61%52%**58%58%

aba
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

277****16************21416This is a negative to me
1%1%2%****1%************1%1%1%

This is not important to
me - don't mind if not

119261****164************11154165offered
6%15%15%****13%************6%15%13%

ccbjbj

This is mandatory to me
6616690****314************57257323- a must have
35%26%22%****26%************34%24%26%

abaiai

This is a ‘nice to have’
, but I can live without

46163131****339************45294340it being offered
24%26%32%****28%************27%28%27%

bjjj

This is a 'great to
have' - makes a
difference and can sway

64205127****387************54332396my decision
34%32%30%****32%************32%32%32%

abi

130372217****701************112589719NET Important
69%59%52%****57%************66%56%58%

abaabiai
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

***********1610111661516This is a negative to me
***********%1%1%*%*%1%1%1%1%

dd

This is not important to
me - don't mind if not

**********2160107404616583156165offered
**********4%14%13%12%10%13%12%14%13%

bbd

This is mandatory to me
**********1329624582131323205281323- a must have
**********28%26%29%25%28%26%29%25%26%

aa

This is a ‘nice to have’
, but I can live without

**********2031722587125340175305340it being offered
**********42%27%27%27%27%27%25%27%27%

ac

This is a 'great to
have' - makes a
difference and can sway

**********13369248113158396241358396my decision
**********26%32%30%35%34%32%34%32%32%

**********26665493195288719446640719NET Important
**********54%57%59%60%63%58%63%57%58%

aac
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**4146**************116This is a negative to me
**3%*%1%1%***************%1%

c

This is not important to
me - don't mind if not

**11406153**************46165offered
**9%14%16%12%**************10%13%

d

This is mandatory to me
**517792103**************127323- a must have
**38%27%24%24%**************28%26%

abc

This is a ‘nice to have’
, but I can live without

**378796119**************120340it being offered
**28%30%25%27%**************27%27%

This is a 'great to
have' - makes a
difference and can sway

**3082127153**************155396my decision
**22%29%33%35%**************35%32%

dd

**81159220256**************282719NET Important
**61%55%58%59%**************63%58%
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**16-161**-**---116This is a negative to me
**1%-%1%*%**-%**-%-%-%*%1%

This is not important to
me - don't mind if not

**165316234**12**271026165offered
**13%3%14%17%**5%**5%7%9%14%13%

ba

This is mandatory to me
**3202429948**78**13412157323- a must have
**26%30%26%24%**31%**29%37%19%29%26%

bb

This is a ‘nice to have’
, but I can live without

**3382431648**75**12303944340it being offered
**27%30%27%24%**30%**27%27%36%23%27%

a

This is a 'great to
have' - makes a
difference and can sway

**3932936767**87**17333866396my decision
**32%36%32%34%**34%**38%30%36%34%32%

**71453666115**164**297459122719NET Important
**58%66%57%58%**65%**67%67%55%63%58%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 48  (continuation)                                                                                                                                                    Page 912

Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

***131-1**--**16This is a negative to me
***%1%*%-%*%**-%-%**1%

This is not important to
me - don't mind if not

**1014747739**137**165offered
**9%14%13%6%11%**7%7%**13%

This is mandatory to me
**302721063398**5027**323- a must have
**27%25%28%28%29%**28%24%**26%

This is a ‘nice to have’
, but I can live without

**28294833490**4934**340it being offered
**25%28%22%29%26%**27%30%**27%

a

This is a 'great to
have' - makes a
difference and can sway

**4334313944114**6743**396my decision
**39%32%37%37%33%**38%39%**32%

**7361424577212**11770**719NET Important
**66%57%65%65%62%**66%63%**58%

b
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**10121615**11-**16216This is a negative to me
**1%1%*%1%1%**1%*%-%**1%1%1%1%

This is not important to
me - don't mind if not

**1011324083156**73630**67732165offered
**13%13%10%12%14%**7%11%9%**6%12%11%13%

c

This is mandatory to me
**207265116205281**279594**1918986323- a must have
**27%26%30%29%25%**28%29%29%**20%29%29%26%

acc

This is a ‘nice to have’
, but I can live without

**211277102175305**198386**2516071340it being offered
**27%27%26%25%27%**19%25%27%**26%24%24%27%

This is a 'great to
have' - makes a
difference and can sway

**250325126239358**43113108**45225105396my decision
**32%32%33%34%32%**45%34%34%**47%34%35%32%

abab

**457590242444639**70208202**64413191719NET Important
**59%58%63%63%57%**73%63%64%**67%63%65%58%

aa
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it is to you in choosing a postal provider or service:)
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********1112----116This is a negative to me
********1%1%-%-%-%-%*%1%

This is not important to
me - don't mind if not

********971221*201432165offered
********13%13%1%1%9%8%12%13%

dde

This is mandatory to me
********2052521018686087323- a must have
********27%27%24%34%31%35%31%26%

This is a ‘nice to have’
, but I can live without

********2062551111624670340it being offered
********28%27%26%21%28%27%25%27%

This is a 'great to
have' - makes a
difference and can sway

********2293072023705389396my decision
********31%32%49%44%32%31%32%32%

abc

********4335593141138114176719NET Important
********58%59%73%78%63%66%63%58%

ac
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

152**16**6169161616131616This is a negative to me
1%1%**1%**2%1%1%1%2%1%1%1%1%

This is not important to
me - don't mind if not

14718**142**3616289162128162134162165offered
14%11%**13%**12%14%12%13%13%13%13%13%13%

This is mandatory to me
26756**273**75313188314255317284314323- a must have

25%35%**26%**26%26%25%26%26%26%27%26%26%

b

This is a ‘nice to have’
, but I can live without

30139**285**60328209334277333269332340it being offered
28%24%**27%**21%27%28%27%28%27%26%27%27%

cc

This is a 'great to
have' - makes a
difference and can sway

34947**346**110376250393323389342386396my decision
32%29%**33%**38%31%34%32%32%32%33%32%32%

b

616103**619**185689438707578706626700719NET Important
57%64%**58%**64%58%59%58%58%58%60%58%58%

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 48  (continuation)                                                                                                                                                    Page 916
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

9715-11142-****-16This is a negative to me
2%1%1%-%1%*%2%2%-%****-%1%

This is not important to
me - don't mind if not

768914251726128912****13165offered
14%13%13%10%15%11%15%8%8%****8%13%

a

This is mandatory to me
1341882731138712173442****44323- a must have

25%27%25%22%34%30%25%29%28%****28%26%

c

This is a ‘nice to have’
, but I can live without

1611793031223722343336****40340it being offered
30%25%28%24%20%30%27%28%24%****25%27%

This is a 'great to
have' - makes a
difference and can sway

1562403432132692854059****61396my decision
29%34%32%43%29%29%32%34%40%****39%32%

290429616337014050374101****105719NET Important
54%61%57%65%63%59%57%62%67%****67%58%

b
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

21-4-*-2-21516This is a negative to me
3%1%-%3%-%*%-%1%-%2%1%5%1%

bdfghj

This is not important to
me - don't mind if not

98151514822191014265165offered
15%8%12%11%18%10%19%14%11%12%23%5%13%

aakakaacdgijk

This is mandatory to me
182634231922354125204021323- a must have
28%24%27%17%24%29%30%30%29%17%35%24%26%

cicicicci

This is a ‘nice to have’
, but I can live without

153642402624301927272431340it being offered
24%33%33%30%32%33%26%14%31%23%21%36%27%

bebeeebeeebce

This is a 'great to
have' - makes a
difference and can sway

193835522020295425542425396my decision
31%35%28%39%26%27%25%40%29%46%21%29%32%

bbfbfghjabdfghjl

376469753942649549746446719NET Important
59%58%55%56%50%57%55%70%58%63%56%53%58%

abdfghij
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

342716This is a negative to me
1%1%1%2%1%

This is not important to
me - don't mind if not

33365145165offered
11%13%15%14%13%

This is mandatory to me
786410080323- a must have
26%22%30%25%26%

c

This is a ‘nice to have’
, but I can live without

93907581340it being offered
31%31%22%26%27%

bb

This is a 'great to
have' - makes a
difference and can sway

9292108103396my decision
31%32%32%32%32%

171156209183719NET Important
57%55%62%58%58%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

2***26***-*1717This is a negative to me
4%***%1%1%1%**-%1%1%1%

bcbc

This is not important to
me - don't mind if not

7**935474**13141145offered
17%**10%11%11%9%**8%10%12%12%

d

This is mandatory to me
19**3313217921**612496516- a must have
44%**40%40%41%45%**50%42%42%42%

abce

This is a ‘nice to have’
, but I can live without

8**1279798**25219227it being offered
19%**15%24%18%17%**16%17%18%18%

ddd

This is a 'great to
have' - makes a
difference and can sway

6**297912413**39321334my decision
15%**35%24%29%28%**25%30%27%27%

bdede

25**6221130334**921817851NET Important
59%**75%64%70%73%**76%72%68%69%

abeee
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

11114-*161**1-417This is a negative to me
2%1%2%1%-%*%1%3%1%**1%-%3%1%

This is not important to
me - don't mind if not

66912510882411**181523145offered
9%9%15%12%11%8%7%12%10%**10%20%15%12%

gglm

This is mandatory to me
2728224404143618456**802243516- a must have
45%41%35%42%47%47%51%41%51%**46%28%29%42%

abaababababkaabkab

This is a ‘nice to have’
, but I can live without

1215101901617222719**341636227it being offered
20%22%16%18%18%18%18%13%17%**19%20%24%18%

ff

This is a 'great to
have' - makes a
difference and can sway

1419192822224286322**422543334my decision
24%27%32%27%24%26%23%31%20%**24%32%29%27%

41474172262678914778**1214786851NET Important
69%68%67%69%71%73%74%72%71%**70%60%58%69%

aaaaa
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

11681052**62**--17This is a negative to me
1%1%3%1%1%2%**2%2%**-%-%1%

aabh

This is not important to
me - don't mind if not

12134401055814**3914**74145offered
11%12%13%11%11%14%**13%14%**8%8%12%

This is mandatory to me
4647112339424245**10841**3620516- a must have
42%42%41%42%44%45%**36%40%**42%44%42%

e

This is a ‘nice to have’
, but I can live without

172105117510921**4917**159227it being offered
16%19%17%19%20%21%**16%17%**18%21%18%

cccccc

This is a 'great to
have' - makes a
difference and can sway

333018025413419**9629**2712334my decision
31%27%27%27%24%19%**32%28%**32%27%27%

ghghg

7977220364837664**20470**6332851NET Important
73%68%67%69%69%64%**68%67%**74%71%69%
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

-116**1517This is a negative to me
-%1%2%**1%1%

c

This is not important to
me - don't mind if not

1811114**139145offered
6%6%16%**12%12%

bc

This is mandatory to me
14497269**492516- a must have

50%49%37%**42%42%

aa

This is a ‘nice to have’
, but I can live without

4242142**214227it being offered
14%21%19%**18%18%

This is a 'great to
have' - makes a
difference and can sway

8547195**317334my decision
29%24%26%**27%27%

229144464**809851NET Important
79%73%63%**69%69%

aa
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

2610****17************21517This is a negative to me
1%1%2%****1%************1%1%1%

This is not important to
me - don't mind if not

196859****144************18126145offered
10%11%14%****12%************11%12%12%

This is mandatory to me
104265147****509************96413516- a must have

55%42%35%****42%************57%39%42%

abaai

This is a ‘nice to have’
, but I can live without

2411687****222************19203227it being offered
13%18%21%****18%************11%19%18%

ccbbb

This is a 'great to
have' - makes a
difference and can sway

40180114****329************35294334my decision
21%28%27%****27%************21%28%27%

cbb

144445262****837************131707851NET Important
76%70%63%****69%************77%67%69%

aaai
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

***********179*-1741717This is a negative to me
***********%1%1%*%-%1%1%1%1%

ddebde

This is not important to
me - don't mind if not

**********313984243514566128145offered
**********5%12%10%8%8%12%9%11%12%

abdede

This is mandatory to me
**********20479368160226516333456516- a must have
**********42%41%44%49%49%42%47%41%42%

acacac

This is a ‘nice to have’
, but I can live without

**********142061545770227115212227it being offered
**********29%18%18%18%15%18%16%19%18%

a

This is a 'great to
have' - makes a
difference and can sway

**********1131921981129334193303334my decision
**********24%27%26%25%28%27%27%27%27%

c

**********31797587241355851526758851NET Important
**********66%69%70%75%77%69%74%68%69%

cacacfac
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**3*59**************-17This is a negative to me
**2%*%1%2%**************-%1%

cc

This is not important to
me - don't mind if not

**14363462**************35145offered
**11%12%9%14%**************8%12%

b

This is mandatory to me
**64118169165**************219516- a must have
**48%41%44%38%**************49%42%

a

This is a ‘nice to have’
, but I can live without

**22626477**************68227it being offered
**16%22%17%18%**************15%18%

This is a 'great to
have' - makes a
difference and can sway

**3071108121**************127334my decision
**23%25%28%28%**************28%27%

**94189278286**************346851NET Important
**71%66%73%66%**************77%69%

ac
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**17-17-**-**----17This is a negative to me
**1%-%1%-%**-%**-%-%-%-%1%

This is not important to
me - don't mind if not

**145314222**13**16820145offered
**12%4%12%11%**5%**3%5%7%10%12%

ba

This is mandatory to me
**5144247595**127**26544897516- a must have
**42%52%41%48%**51%**60%48%45%50%42%

a

This is a ‘nice to have’
, but I can live without

**2261021625**41**3222025227it being offered
**18%13%19%13%**16%**7%20%19%13%18%

dd

This is a 'great to
have' - makes a
difference and can sway

**3302530955**70**13303151334my decision
**27%31%27%28%**28%**31%27%29%26%27%

**84467784151**197**398380148851NET Important
**68%83%68%76%**78%**91%75%74%77%69%

aabc
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

**-17---**--**17This is a negative to me
**-%2%-%-%-%**-%-%**1%

a

This is not important to
me - don't mind if not

**1212617629**86**145offered
**11%12%5%5%8%**5%6%**12%

aa

This is mandatory to me
**6142918765161**9055**516- a must have
**55%40%50%55%47%**50%50%**42%

bb

This is a ‘nice to have’
, but I can live without

**19205621456**2515**227it being offered
**17%19%16%12%16%**14%14%**18%

This is a 'great to
have' - makes a
difference and can sway

**192921103396**5534**334my decision
**17%27%29%28%28%**31%31%**27%

cc

**8172229798257**14589**851NET Important
**72%68%79%83%75%**81%81%**69%

b
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**159-417**---**-4-17This is a negative to me
**2%1%-%1%1%**-%-%-%**-%1%-%1%

abc

This is not important to
me - don't mind if not

**971042866128**33218**6626145offered
**12%10%7%9%11%**3%10%6%**7%9%2%12%

cacaa

This is mandatory to me
**317423188331456**52156169**50298171516- a must have
**41%42%49%47%41%**54%48%53%**52%45%58%42%

aab

This is a ‘nice to have’
, but I can live without

**14518961115212**114848**1611139227it being offered
**19%19%16%16%19%**12%15%15%**16%17%13%18%

This is a 'great to
have' - makes a
difference and can sway

**204287108193303**299184**2418279334my decision
**26%28%28%27%27%**30%28%26%**25%28%27%27%

**521710296524758**81247252**74479250851NET Important
**67%70%77%74%68%**85%75%79%**77%73%85%69%

aabb
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********157-----17This is a negative to me
********2%1%-%-%-%-%-%1%

a

This is not important to
me - don't mind if not

********941011-111120145offered
********13%11%3%-%5%6%7%12%

d

This is mandatory to me
********303390233111290130516- a must have
********41%41%55%59%51%52%47%42%

This is a ‘nice to have’
, but I can live without

********143178117343542227it being offered
********19%19%26%14%16%20%15%18%

This is a 'great to
have' - makes a
difference and can sway

********192271714633886334my decision
********26%29%16%27%29%22%31%27%

be

********4966613045175128217851NET Important
********66%70%71%86%79%74%78%69%
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

161**17**117417121791717This is a negative to me
1%1%**2%***%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

1388**135**2213962144103141114139145offered
13%5%**13%**8%12%8%12%10%12%11%11%12%

abac

This is mandatory to me
42393**420**146503337506424509450508516- a must have

39%58%**40%**51%42%45%41%42%42%43%42%42%

bab

This is a ‘nice to have’
, but I can live without

20422**195**43217139221179219185219227it being offered
19%14%**18%**15%18%19%18%18%18%18%18%18%

This is a 'great to
have' - makes a
difference and can sway

29837**295**74319203332282330282328334my decision
28%23%**28%**26%27%27%27%28%27%27%27%27%

721130**715**220822540838705840733835851NET Important
67%81%**67%**77%69%72%69%71%69%70%69%69%

bab
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

11716-1215--****-17This is a negative to me
2%1%1%-%1%1%2%-%-%****-%1%

This is not important to
me - don't mind if not

6778140*53797117****8145offered
13%11%13%1%5%15%11%9%5%****5%12%

ab

This is mandatory to me
2192974292462983506567****76516- a must have

41%42%40%47%56%41%40%55%45%****48%42%

cbcb

This is a ‘nice to have’
, but I can live without

1041221991413381781123****23227it being offered
19%17%19%28%12%16%20%10%16%****15%18%

aa

This is a 'great to
have' - makes a
difference and can sway

1342002931229632383052****51334my decision
25%28%27%24%26%27%27%26%35%****33%27%

354497722369116258896119****127851NET Important
66%71%67%71%82%68%67%81%80%****80%69%

cbc
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

1111-*-2*25217This is a negative to me
2%1%1%1%-%*%-%2%1%2%4%2%1%

fg

This is not important to
me - don't mind if not

61614201781215111683145offered
10%15%11%15%21%11%11%11%13%13%7%3%12%

aaaabefgjlaaaaa

This is mandatory to me
213948483337506938464740516- a must have
34%35%38%36%42%50%43%51%45%39%41%47%42%

iklijkl

This is a ‘nice to have’
, but I can live without

15202226117282013282015227it being offered
23%18%18%20%14%10%25%15%15%24%18%18%18%

gggg

This is a 'great to
have' - makes a
difference and can sway

203541381722243022243426334my decision
31%31%32%29%22%29%21%22%26%21%30%30%27%

417389865159749961708166851NET Important
65%66%70%65%64%79%65%73%71%60%71%77%69%

cfhiklccfhi
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

423917This is a negative to me
1%1%1%3%1%

bc

This is not important to
me - don't mind if not

36453826145offered
12%16%11%8%12%

a

This is mandatory to me
108118157133516- a must have

36%41%47%42%42%

d

This is a ‘nice to have’
, but I can live without

57456164227it being offered
19%16%18%20%18%

This is a 'great to
have' - makes a
difference and can sway

95777785334my decision
32%27%23%27%27%

b

203196234218851NET Important
68%68%70%69%69%
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
95399628734438245922459111293Unweighted total
432883327435465122911941240Weighted total

6**28222***14748This is a negative to me
14%**2%2%5%3%**1%5%4%4%

abc

This is not important to
me - don't mind if not

14**2613814613**39420433offered
32%**32%42%34%27%**23%30%35%35%

addce

This is mandatory to me
10**248112615**57330345- a must have
23%**29%25%29%32%**42%26%28%28%

abceabeab

This is a ‘nice to have’
, but I can live without

11**1343718**25188196it being offered
25%**15%13%16%18%**17%19%16%16%

ab

This is a 'great to
have' - makes a
difference and can sway

2**1858709**26209218my decision
6%**22%18%16%19%**17%20%18%18%

eee

12**4213819624**713539563NET Important
29%**51%42%45%51%**59%46%45%45%

abeeeeaabab
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
16217115680465741021458631136541111293Unweighted total

6068611051889112020410936175781491240Weighted total

2324169572**51248This is a negative to me
3%4%4%4%7%9%4%4%1%**3%2%1%4%

aacejae

This is not important to
me - don't mind if not

2121153763221347758**642356433offered
34%31%25%36%37%23%28%38%54%**37%29%38%35%

hkhkabcdfghijkhkhk

lm

This is mandatory to me
1118182972126466429**502034345- a must have
18%26%30%28%24%28%39%31%27%**29%26%23%28%

mmadjlmmm

This is a ‘nice to have’
, but I can live without

1599163151922227**241927196it being offered
25%14%15%15%18%21%19%11%6%**14%24%18%16%

cefjkleeefeeefe

This is a 'great to
have' - makes a
difference and can sway

1117161741317133412**311631218my decision
19%25%26%17%14%19%10%17%11%**18%20%21%18%

egjefgjg

2235344713443599842**823665563NET Important
37%51%56%45%39%47%49%48%38%**47%46%43%45%

maeijm
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1471146356937582932926311532114571293Unweighted total
1091131301939548101212981033086451240Weighted total

4441137175**186***148This is a negative to me
4%4%4%4%3%5%**6%6%**1%2%4%

bhb

This is not important to
me - don't mind if not

3340010233118841**10034**3313433offered
30%35%34%35%34%41%**34%33%**38%28%35%

This is mandatory to me
303148625914533**7637**2415345- a must have
28%28%28%28%26%33%**25%36%**27%33%28%

eh

This is a ‘nice to have’
, but I can live without

18178481489610**4713**155196it being offered
17%16%16%16%18%10%**16%13%**18%11%16%

This is a 'great to
have' - makes a
difference and can sway

231955416410112**5713**1411218my decision
21%17%18%17%18%12%**19%12%**16%26%18%

dg

5450914042324645**13250**3826563NET Important
49%45%46%45%45%45%**44%48%**44%59%45%

h
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3262027514612471293Unweighted total
2891987366211781240Weighted total

9435**4448This is a negative to me
3%2%5%**4%4%

This is not important to
me - don't mind if not

7767281**421433offered
27%34%38%**36%35%

cb

This is mandatory to me
8764189**322345- a must have
30%33%26%**27%28%

This is a ‘nice to have’
, but I can live without

4225129**187196it being offered
15%12%18%**16%16%

This is a 'great to
have' - makes a
difference and can sway

7338102**204218my decision
25%19%14%**17%18%

a

160103291**526563NET Important
56%52%40%**45%45%

aaa
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2616783549361257-11432722510321293Unweighted total
1896344173191221-*21*1617010511240Weighted total

42123****48************44448This is a negative to me
2%3%6%****4%************2%4%4%

c

This is not important to
me - don't mind if not

54220159****432************53379433offered
29%35%38%****35%************31%36%35%

cjjj

This is mandatory to me
73169102****336************65271345- a must have
39%27%24%****28%************38%26%28%

abaiai

This is a ‘nice to have’
, but I can live without

379267****191************31160196it being offered
19%15%16%****16%************18%15%16%

ai

This is a 'great to
have' - makes a
difference and can sway

2013266****214************17198218my decision
11%21%16%****18%************10%19%18%

acbb

94301168****550************81469563NET Important
50%47%40%****45%************48%45%45%

aaai
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701162900382504129379411741293Unweighted total
264516481159834323460124071111151240Weighted total

**********3453081548244648This is a negative to me
**********6%4%4%2%3%4%3%4%4%

This is not important to
me - don't mind if not

**********8411277115147433242381433offered
**********17%35%33%36%32%35%34%34%35%

abb

This is mandatory to me
**********1731524592141345219310345- a must have
**********35%27%29%28%31%28%31%28%28%

This is a ‘nice to have’
, but I can live without

**********131801355168196102176196it being offered
**********28%16%16%16%15%16%14%16%16%

ac

This is a 'great to
have' - makes a
difference and can sway

**********72091475889218123201218my decision
**********15%18%18%18%19%18%17%18%18%

**********24523392150230563342511563NET Important
**********50%45%47%46%50%45%48%46%45%
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163153683884-22-584871293Unweighted total
51332873814342-1*-274491240Weighted total

**791121**************1548This is a negative to me
**5%3%3%5%**************3%4%

This is not important to
me - don't mind if not

**3888151155**************147433offered
**29%31%40%36%**************33%35%

cd

This is mandatory to me
**499685112**************133345- a must have
**37%34%22%26%**************30%28%

abab

This is a ‘nice to have’
, but I can live without

**16446174**************66196it being offered
**12%15%16%17%**************15%16%

This is a 'great to
have' - makes a
difference and can sway

**23497272**************88218my decision
**17%17%19%17%**************20%18%

**72146157184**************222563NET Important
**54%51%41%42%**************49%45%

abab
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
121281921201232182546551191122121293Unweighted total

71233801160198122514431121081931240Weighted total

**48-488**6***41948This is a negative to me
**4%-%4%4%**3%***%4%1%5%4%

b

This is not important to
me - don't mind if not

**4302840462**79**7253778433offered
**35%35%35%31%**32%**16%23%34%40%35%

dcd

This is mandatory to me
**3422631956**81**22392950345- a must have
**28%32%28%28%**32%**52%35%27%26%28%

abc

This is a ‘nice to have’
, but I can live without

**1961018625**44**4201925196it being offered
**16%13%16%12%**17%**10%18%18%13%16%

This is a 'great to
have' - makes a
difference and can sway

**2161620247**41**10222231218my decision
**18%20%17%24%**16%**23%20%20%16%18%

a

**55941521102**122**32625181563NET Important
**45%52%45%52%**49%**75%55%47%42%45%

abca
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1148112138612138319194119461293Unweighted total
*111106937611834215179110431240Weighted total

**54320-15**2-**48This is a negative to me
**5%4%5%-%4%**1%-%**4%

b

This is not important to
me - don't mind if not

**3937011941106**6441**433offered
**35%35%32%34%31%**35%37%**35%

This is mandatory to me
**3729910940101**5432**345- a must have
**33%28%29%34%30%**30%29%**28%

This is a ‘nice to have’
, but I can live without

**11165581850**2719**196it being offered
**10%15%16%15%15%**15%18%**16%

This is a 'great to
have' - makes a
difference and can sway

**20191702069**3318**218my decision
**18%18%19%17%20%**18%16%**18%

**5649017960170**8650**563NET Important
**51%46%48%50%50%**48%45%**45%
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310414337911173111436134011307263121293Unweighted total
2677810123857081114*96327318*966562951240Weighted total

**3035152446**31510**3211748This is a negative to me
**4%3%4%3%4%**3%5%3%**3%3%6%4%

b

This is not important to
me - don't mind if not

**278346123242381**2998108**3622789433offered
**36%34%32%34%34%**30%30%34%**37%35%30%35%

This is mandatory to me
**224289113217310**3110693**2319789345- a must have
**29%29%29%31%28%**32%32%29%**24%30%30%28%

This is a ‘nice to have’
, but I can live without

**11316856102176**124744**159647196it being offered
**15%17%14%14%16%**12%14%14%**15%15%16%16%

This is a 'great to
have' - makes a
difference and can sway

**13217378123201**226163**2011554218my decision
**17%17%20%17%18%**23%19%20%**21%18%18%18%

**356462191340511**53168157**43313142563NET Important
**46%46%50%48%46%**55%51%49%**45%48%48%45%
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
319203383397252532402163191293Unweighted total
520153174794742532211742791240Weighted total

********303022991548This is a negative to me
********4%3%5%4%4%5%5%4%

This is not important to
me - don't mind if not

********2763251215785883433offered
********37%34%28%29%35%33%30%35%

This is mandatory to me
********2082771516534884345- a must have
********28%29%36%30%24%27%30%28%

This is a ‘nice to have’
, but I can live without

********10915369353038196it being offered
********15%16%13%17%16%17%14%16%

This is a 'great to
have' - makes a
difference and can sway

********123163810462960218my decision
********17%17%18%20%21%17%21%18%

********332439222610077144563NET Important
********44%46%54%50%45%44%52%45%
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
113615731113433381240787127810821273112812661293Unweighted total
10781614210622286119474612209991217104112101240Weighted total

418**44**64528463646344648This is a negative to me
4%5%**4%**2%4%4%4%4%4%3%4%4%

This is not important to
me - don't mind if not

38944**375**84417261427336425348421433offered
36%27%**35%**29%35%35%35%34%35%33%35%35%

abc

This is mandatory to me
27668**286**93333214335272340304339345- a must have

26%42%**27%**33%28%29%27%27%28%29%28%28%

ba

This is a ‘nice to have’
, but I can live without

17818**170**49190114194168192161191196it being offered
17%11%**16%**17%16%15%16%17%16%15%16%16%

This is a 'great to
have' - makes a
difference and can sway

19424**186**54209129218187213194213218my decision
18%15%**18%**19%18%17%18%19%18%19%18%18%

47192**472**147542343553459553498552563NET Important
44%57%**44%**51%45%46%45%46%45%48%46%45%

bab
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
55773611055512523791413916546101691293Unweighted total
53670410775011123887911815044141581240Weighted total

262246123414******48This is a negative to me
5%3%4%1%1%1%5%4%*%*****%4%

cb

This is not important to
me - don't mind if not

1932403672244773272951****52433offered
36%34%34%44%39%32%37%25%34%****33%35%

a

This is mandatory to me
1272172911142842183943****50345- a must have

24%31%27%21%38%35%25%33%29%****32%28%

bbcbb

This is a ‘nice to have’
, but I can live without

10096175812381381924****25196it being offered
19%14%16%15%11%16%16%16%16%****16%16%

a

This is a 'great to
have' - makes a
difference and can sway

89129198911381542630****30218my decision
17%18%18%18%10%16%18%22%20%****19%18%

a

21734648820541223726573****80563NET Important
40%49%45%39%48%51%42%55%49%****51%45%

bbb
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7710412487761281131171281061041291293Unweighted total
63110127134797411513686116114861240Weighted total

26315*15597548This is a negative to me
3%5%2%1%6%*%1%4%6%7%6%6%4%

ggfgifgifgifgi

This is not important to
me - don't mind if not

224352543236493226303620433offered
36%39%41%40%40%48%43%23%31%26%32%23%35%

aceaceaceaceabcdeace

This is mandatory to me
191826292522394930382722345- a must have
31%17%21%22%32%29%34%36%35%32%24%25%28%

kkkjkbijkijkjk

This is a ‘nice to have’
, but I can live without

619222011614278172224196it being offered
10%17%18%15%13%8%12%20%9%15%19%28%16%

ggdgdgcdfghil

This is a 'great to
have' - makes a
difference and can sway

13242330711122316222215218my decision
21%22%18%22%9%14%10%17%19%19%20%18%18%

fhfhfhf

334349593232517246604937563NET Important
52%39%39%44%41%44%44%53%54%52%43%43%45%

jkjk
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3052913583391293Unweighted total
3002873373171240Weighted total

106112148This is a negative to me
3%2%3%7%4%

bc

This is not important to
me - don't mind if not

11812110786433offered
39%42%32%27%35%

abab

This is mandatory to me
647611886345- a must have
21%26%35%27%28%

acd

This is a ‘nice to have’
, but I can live without

48364963196it being offered
16%13%15%20%16%

c

This is a 'great to
have' - makes a
difference and can sway

60475060218my decision
20%17%15%19%18%

124123169146563NET Important
41%43%50%46%45%

d
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
5217481321601692543101399568Unweighted total
221043155206213512533554Weighted total

14****8510711****6290301Standard 1st Class
64%****55%52%55%****51%54%54%

8****808711****6243254Signed for 1st Class
35%****52%42%54%****52%46%46%

e

7****47768****4181190Standard 2nd Class
31%****30%37%40%****31%34%34%

ab

Royal Mail tracked 24
5****48617****4155162hours

21%****31%30%34%****30%29%29%

Royal Mail tracked 48
5****28555****2115119hours

21%****18%27%22%****18%22%22%

b

3****32496****2113119Signed for 2nd Class
12%****21%24%27%****19%21%22%

ab

Special Delivery
1****28425****3104109Guaranteed by 1pm
6%****18%20%25%****21%19%20%

eee

8****25313****28689Parcelforce Worldwide
36%****16%15%14%****14%16%16%

abc

International Tracked
*****16192*****5658and Signed
2%****11%9%8%****4%11%10%

ebb

Special Delivery
1****16163****24851Guaranteed by 9am
5%****10%8%15%****12%9%9%

a

*****16161*****4850International Signed
2%****11%8%7%****4%9%9%

e

International Tracked
*****17131****14748(previously Airsure)
1%****11%6%7%****5%9%9%

ee

International standard
mail (previously

*****9172****14043Airmail)
2%****6%8%11%****5%8%8%

eab

International Economy
(previously surface

*****3101*****1718mail)
1%****2%5%5%****2%3%3%

ab
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
5217481321601692543101399568Unweighted total
221043155206213512533554Weighted total

None of these (DO NOT
*****82******1616READ OUT)
1%****5%1%1%****2%3%3%

a

Don't Know (DO NOT READ
*****-6******88OUT)
1%****-%3%2%****4%1%2%

Refused (DO NOT READ
-****---****---OUT)
-%****-%-%-%****-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
706568365294148613016702644568Unweighted total
262930469364158873715943764554Weighted total

161617251******45****51****301Standard 1st Class
61%57%59%54%******52%****54%****54%

101310222******40****45****254Signed for 1st Class
38%44%32%47%******46%****47%****46%

kkk

131411151******35****17****190Standard 2nd Class
51%50%38%32%******40%****18%****34%

cghjchjccccc

Royal Mail tracked 24
665144******21****36****162hours

24%22%18%31%******25%****38%****29%

kkkl

Royal Mail tracked 48
555105******17****22****119hours

21%16%16%22%******20%****23%****22%

akl

776100******25****12****119Signed for 2nd Class
27%23%19%21%******29%****12%****22%

ccc

Special Delivery
34597******18****21****109Guaranteed by 1pm

12%14%16%21%******21%****22%****20%

aklm

94570******11****13****89Parcelforce Worldwide
34%15%17%15%******12%****14%****16%

cefgjkl

International Tracked
43150******7****15****58and Signed

16%10%4%11%******8%****16%****10%

kk

Special Delivery
11147******7****9****51Guaranteed by 9am
5%4%4%10%******8%****9%****9%

31145******8****8****50International Signed
11%4%4%9%******10%****8%****9%

kk

International Tracked
31143******5****12****48(previously Airsure)

13%4%3%9%******6%****13%****9%

kk

International standard
mail (previously

22236******7****6****43Airmail)
9%7%7%8%******8%****6%****8%

cjk

International Economy
(previously surface

22113******1****4****18mail)
8%6%5%3%******1%****4%****3%

j
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
706568365294148613016702644568Unweighted total
262930469364158873715943764554Weighted total

None of these (DO NOT
1--15******-****2****16READ OUT)
2%-%-%3%******-%****2%****3%

Don't Know (DO NOT READ
*126******-****2****8OUT)
*%2%7%1%******-%****2%****2%

fjm

Refused (DO NOT READ
----******-****-****-OUT)
-%-%-%-%******-%****-%****-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
61507139429212221317238108019568Unweighted total
4950511344120727101973486010554Weighted total

3426768234127****91****27**301Standard 1st Class
70%53%60%53%61%****46%****46%**54%

abebeh

2722747207104****77****30**254Signed for 1st Class
56%45%42%47%50%****39%****50%**46%

e

201704015077****65****19**190Standard 2nd Class
41%34%35%34%37%****33%****32%**34%

Royal Mail tracked 24
111513412861****60****17**162hours
23%30%30%29%30%****31%****28%**29%

Royal Mail tracked 48
91111810244****42****18**119hours

18%22%16%23%21%****21%****30%**22%

8111219840****44****12**119Signed for 2nd Class
17%22%19%22%20%****22%****20%**22%

Special Delivery
6103179247****30****19**109Guaranteed by 1pm

12%20%15%21%23%****15%****32%**20%

e

1079167243****30****8**89Parcelforce Worldwide
19%16%14%16%21%****15%****13%**16%

International Tracked
15665219****29****8**58and Signed
3%11%5%12%9%****15%****13%**10%

bbdd

Special Delivery
44764525****9****13**51Guaranteed by 9am
9%9%5%10%12%****4%****22%**9%

eeh

*5054520****22****6**50International Signed
*%10%4%10%10%****11%****10%**9%

bbd

International Tracked
*4854319****21****6**48(previously Airsure)
*%10%4%10%9%****10%****10%**9%

bb

International standard
mail (previously

24153821****12****7**43Airmail)
3%8%4%9%10%****6%****12%**8%

International Economy
(previously surface

*183158****5****2**18mail)
*%4%3%3%4%****3%****4%**3%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
61507139429212221317238108019568Unweighted total
4950511344120727101973486010554Weighted total

None of these (DO NOT
-163135****3****3**16READ OUT)
-%3%3%3%3%****2%****6%**3%

Don't Know (DO NOT READ
-8264****2****-**8OUT)
-%2%2%1%2%****1%****-%**2%

Refused (DO NOT READ
-----****-****-**-OUT)
-%-%-%-%-%****-%****-%**-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2048627116552568Unweighted total
2029125322532554Weighted total

9953145**289301Standard 1st Class
49%58%57%**54%54%

8643120**239254Signed for 1st Class
42%48%48%**45%46%

703881**184190Standard 2nd Class
35%42%32%**35%34%

Royal Mail tracked 24
632667**158162hours
31%29%26%**30%29%

Royal Mail tracked 48
431953**116119hours
22%21%21%**22%22%

501949**108119Signed for 2nd Class
25%21%19%**20%22%

Special Delivery
362941**106109Guaranteed by 1pm
18%32%16%**20%20%

ac

351239**8489Parcelforce Worldwide
18%13%15%**16%16%

International Tracked
301313**5858and Signed
15%14%5%**11%10%

aa

Special Delivery
151323**4851Guaranteed by 9am

7%14%9%**9%9%

2999**5050International Signed
15%10%3%**9%9%

aa

International Tracked
28512**4848(previously Airsure)
14%6%5%**9%9%

ab

International standard
mail (previously

191113**4343Airmail)
9%12%5%**8%8%

a

International Economy
(previously surface

5310**1818mail)
3%3%4%**3%3%

None of these (DO NOT
7-9**1616READ OUT)
3%-%4%**3%3%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2048627116552568Unweighted total
2029125322532554Weighted total

Don't Know (DO NOT READ
3*5**88OUT)
1%*%2%**2%2%

Refused (DO NOT READ
---**--OUT)
-%-%-%**-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
17830090941527-114332137390568Unweighted total
139297118231523-**2*29108415554Weighted total

5617273****289************44245301Standard 1st Class
41%58%62%****55%************41%59%54%

ccbbj

5814551****247************51196254Signed for 1st Class
42%49%43%****47%************47%47%46%

cjcjcj

5210037****181************44137190Standard 2nd Class
38%34%31%****35%************40%33%34%

Royal Mail tracked 24
468036****152************36116162hours
33%27%30%****29%************33%28%29%

Royal Mail tracked 48
376121****108************2682119hours
27%21%18%****21%************24%20%22%

ai

405623****113************3479119Signed for 2nd Class
29%19%19%****22%************32%19%22%

bai

Special Delivery
247411****103************1785109Guaranteed by 1pm
17%25%9%****20%************16%21%20%

ac

255311****79************166489Parcelforce Worldwide
18%18%9%****15%************14%15%16%

abiabi

International Tracked
31215****49************232658and Signed
23%7%4%****9%************21%6%10%

abaiaiai

Special Delivery
17259****46************123451Guaranteed by 9am
12%8%8%****9%************11%8%9%

30163****42************231950International Signed
22%5%3%****8%************21%5%9%

abaiaaiai

International Tracked
31161****39************221848(previously Airsure)
22%5%1%****8%************20%4%9%

abaiaaiai

International standard
mail (previously

20193****39************172243Airmail)
15%6%3%****7%************16%5%8%

abai

International Economy
(previously surface

7101****18************71118mail)
5%4%*%****3%************6%3%3%

a
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
17830090941527-114332137390568Unweighted total
139297118231523-**2*29108415554Weighted total

None of these (DO NOT
852****13************6716READ OUT)
6%2%2%****3%************5%2%3%

baiaia

Don't Know (DO NOT READ
**8****8*************88OUT)
*%*%7%****2%*************%2%2%

bc

Refused (DO NOT READ
---****-************---OUT)
-%-%-%****-%************-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5381429388427186568447356388568Unweighted total
-421821363391152554400299340554Weighted total

************21821991301240184211301Standard 1st Class
************60%56%60%54%60%62%62%54%

dd

************19118087254206156181254Signed for 1st Class
************53%46%57%46%51%52%53%46%

dfdf

************14013561190155122127190Standard 2nd Class
************39%35%40%34%39%41%37%34%

d

Royal Mail tracked 24
************1151125216212699112162hours
************32%29%35%29%31%33%33%29%

Royal Mail tracked 48
************778844119837065119hours
************21%22%29%22%21%23%19%22%

acd

************858743119977278119Signed for 2nd Class
************23%22%28%22%24%24%23%22%

Special Delivery
************857350109917977109Guaranteed by 1pm
************24%19%33%20%23%27%23%20%

acdfdf

************6872338976586489Parcelforce Worldwide
************19%18%22%16%19%19%19%16%

International Tracked
************4444185847413458and Signed
************12%11%12%10%12%14%10%10%

Special Delivery
************4134215145444251Guaranteed by 9am
************11%9%14%9%11%15%12%9%

df

************3940155042393250International Signed
************11%10%10%9%10%13%9%9%

International Tracked
************3640174838323348(previously Airsure)
************10%10%11%9%9%11%10%9%

International standard
mail (previously

************3634164340343343Airmail)
************10%9%10%8%10%11%10%8%

International Economy
(previously surface

************171671818131318mail)
************5%4%5%3%4%4%4%3%

None of these (DO NOT
************891161210816READ OUT)
************2%2%1%3%3%3%2%3%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5381429388427186568447356388568Unweighted total
-421821363391152554400299340554Weighted total

Don't Know (DO NOT READ
************61186458OUT)
************2%*%*%2%2%1%1%2%

fff

Refused (DO NOT READ
************--------OUT)
************-%-%-%-%-%-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5105121127895-23-57551568Unweighted total
4621021211103-12-25544554Weighted total

**34647268**************296301Standard 1st Class
**54%63%59%61%**************54%54%

**32576254**************253254Signed for 1st Class
**51%56%51%49%**************47%46%

**30464731**************186190Standard 2nd Class
**48%45%38%29%**************34%34%

aa

Royal Mail tracked 24
**17374229**************159162hours
**28%36%35%26%**************29%29%

Royal Mail tracked 48
**13213118**************117119hours
**21%20%26%16%**************22%22%

**26233314**************119119Signed for 2nd Class
**42%23%27%13%**************22%22%

abca

Special Delivery
**9243423**************108109Guaranteed by 1pm
**15%24%28%21%**************20%20%

d

**6252816**************8889Parcelforce Worldwide
**10%24%23%15%**************16%16%

dd

International Tracked
**10101512**************5658and Signed
**17%9%12%11%**************10%10%

Special Delivery
**6121611**************5151Guaranteed by 9am
**9%12%14%10%**************9%9%

**98169**************4850International Signed
**14%8%13%8%**************9%9%

International Tracked
**98912**************4848(previously Airsure)
**15%8%7%10%**************9%9%

International standard
mail (previously

**8101110**************4143Airmail)
**13%10%9%9%**************8%8%

International Economy
(previously surface

**5517**************1818mail)
**8%5%1%6%**************3%3%

b

None of these (DO NOT
**6-24**************1616READ OUT)
**10%-%2%3%**************3%3%

bcc
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5105121127895-23-57551568Unweighted total
4621021211103-12-25544554Weighted total

Don't Know (DO NOT READ
**-123**************88OUT)
**-%1%2%3%**************2%2%

Refused (DO NOT READ
**----**************--OUT)
**-%-%-%-%**************-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
244549519258172931162122123250568Unweighted total
*40038517242113011246126126244554Weighted total

**239**293154**140**206764148301Standard 1st Class
**60%**57%63%**47%**45%53%50%61%54%

bad

**205**238111**137**166854113254Signed for 1st Class
**51%**46%46%**46%**36%54%43%46%46%

d

**155**18178**108**16435177190Standard 2nd Class
**39%**35%32%**36%**34%34%41%32%34%

Royal Mail tracked 24
**125**15073**84**16492764162hours
**31%**29%30%**28%**34%39%21%26%29%

ab

Royal Mail tracked 48
**82**11038**78**13262944119hours
**21%**21%16%**26%**29%21%23%18%22%

c

**97**11147**69**9372449119Signed for 2nd Class
**24%**22%19%**23%**20%29%19%20%22%

Special Delivery
**90**10548**56**8343827109Guaranteed by 1pm
**23%**20%20%**19%**18%27%30%11%20%

aa

**76**8131**51**930173189Parcelforce Worldwide
**19%**16%13%**17%**21%24%14%13%16%

ab

International Tracked
**47**5413**42**121591858and Signed
**12%**10%5%**14%**27%12%7%7%10%

cabc

Special Delivery
**45**4924**24**612181451Guaranteed by 9am
**11%**10%10%**8%**14%9%14%6%9%

aa

**41**477**39**121810950International Signed
**10%**9%3%**13%**25%14%8%4%9%

caba

International Tracked
**38**4510**35**111651248(previously Airsure)
**9%**9%4%**12%**23%13%4%5%9%

cabab
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
244549519258172931162122123250568Unweighted total
*40038517242113011246126126244554Weighted total

International standard
mail (previously

**39**4217**24**91014943Airmail)
**10%**8%7%**8%**19%8%11%4%8%

aca

International Economy
(previously surface

**17**1810**8**453618mail)
**4%**3%4%**3%**8%4%3%3%3%

a

None of these (DO NOT
**12**124**12**344516READ OUT)
**3%**2%2%**4%**6%3%3%2%3%

a

Don't Know (DO NOT READ
**6**88******-448OUT)
**2%**2%3%***%**1%-%3%2%2%

ac

Refused (DO NOT READ
**-**--**-**-----OUT)
**-%**-%-%**-%**-%-%-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1723701828248641007972568Unweighted total
*64318171744804886977554Weighted total

**4620711427274**462440301Standard 1st Class
**72%65%66%37%57%**52%34%51%54%

bb

**4017511634220**482837254Signed for 1st Class
**63%55%68%46%46%**55%41%47%46%

b

**301276424166**422132190Standard 2nd Class
**46%40%37%33%34%**48%31%41%34%

Royal Mail tracked 24
**331008629133**382728162hours
**52%32%50%40%28%**43%39%36%29%

bba

Royal Mail tracked 48
**1862492297**311930119hours
**28%19%29%30%20%**35%28%39%22%

ba

**19764919100**251916119Signed for 2nd Class
**30%24%29%26%21%**29%27%21%22%

Special Delivery
**2677621099**19718109Guaranteed by 1pm
**42%24%36%14%21%**21%10%23%20%

bbb

**2463431871**21201089Parcelforce Worldwide
**38%20%25%24%15%**24%29%13%16%

baa

International Tracked
**2831251048**15121158and Signed
**43%10%15%13%10%**17%17%14%10%

ab

Special Delivery
**234236744**104951Guaranteed by 9am
**37%13%21%10%9%**11%6%12%9%

abb

**283226940**14111050International Signed
**44%10%15%13%8%**16%16%13%9%

ab

International Tracked
**273226939**11111048(previously Airsure)
**42%10%15%12%8%**13%16%13%9%

ab

International standard
mail (previously

**273325736**126743Airmail)
**42%10%15%9%7%**13%9%9%8%

ab
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1723701828248641007972568Unweighted total
*64318171744804886977554Weighted total

International Economy
(previously surface

**10139315**33118mail)
**16%4%6%5%3%**4%5%2%3%

ab

None of these (DO NOT
**-62412**-4-16READ OUT)
**-%2%1%6%2%**-%6%-%3%

a

Don't Know (DO NOT READ
***33-8**---8OUT)
***%1%2%-%2%**-%-%-%2%

Refused (DO NOT READ
**-----**----OUT)
**-%-%-%-%-%**-%-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
153023645683533871125400388177325167568Unweighted total
12258326554296340*113387383*61270151554Weighted total

**147225301181211**60262187**4417994301Standard 1st Class
**57%69%54%61%62%**54%68%49%**72%66%63%54%

bccac

**124184254154181**52205204**3814993254Signed for 1st Class
**48%57%46%52%53%**46%53%53%**62%55%62%46%

bc

**143115190122127**46166106**3612160190Standard 2nd Class
**55%35%34%41%37%**41%43%28%**59%45%40%34%

acaaab

Royal Mail tracked 24
**7611216297112**4086150**268569162hours
**29%34%29%33%33%**36%22%39%**42%32%46%29%

bbb

Royal Mail tracked 48
**62681197065**3065110**146344119hours
**24%21%22%24%19%**27%17%29%**22%23%29%22%

bb

**84721197278**259888**197045119Signed for 2nd Class
**32%22%22%24%23%**22%25%23%**32%26%30%22%

a

Special Delivery
**53741097777**2968102**227258109Guaranteed by 1pm
**20%23%20%26%23%**26%18%27%**36%27%39%20%

cbbb

**6069895864**326473**18554389Parcelforce Worldwide
**23%21%16%20%19%**29%17%19%**30%20%28%16%

abb

International Tracked
**3138583934**544453**32363458and Signed
**12%12%10%13%10%**48%11%14%**52%13%23%10%

ababb

Special Delivery
**2640514242**184145**17403451Guaranteed by 9am
**10%12%9%14%12%**16%11%12%**27%15%23%9%

cbb

**2936503732**433948**27362850International Signed
**11%11%9%12%9%**38%10%13%**44%13%19%9%

abab

International Tracked
**2832483033**433446**19272448(previously Airsure)
**11%10%9%10%10%**38%9%12%**31%10%16%9%

abab

International standard
mail (previously

**2535433233**353935**27322643Airmail)
**10%11%8%11%10%**31%10%9%**45%12%17%8%

abab
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Table 51  (continuation)                                                                                                                                                    Page 968

QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
153023645683533871125400388177325167568Unweighted total
12258326554296340*113387383*61270151554Weighted total

International Economy
(previously surface

**1516181313**181815**1313918mail)
**6%5%3%4%4%**16%5%4%**21%5%6%3%

abab

None of these (DO NOT
**7616108**2811**18516READ OUT)
**3%2%3%3%2%**2%2%3%**2%3%4%3%

Don't Know (DO NOT READ
**24845***26**-248OUT)
**1%1%2%1%1%***%1%2%**-%1%3%2%

Refused (DO NOT READ
**-----**---**----OUT)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41511182933455869309254382568Unweighted total
5167172483024670301220369554Weighted total

********1442253339160138301301Standard 1st Class
********58%74%72%56%53%62%82%54%

bccbcd

********1181833042164108254254Signed for 1st Class
********47%61%66%60%55%49%69%46%

bbbc

********142112262893190141190Standard 2nd Class
********57%37%57%39%31%86%38%34%

aacdacdec

Royal Mail tracked 24
********7399213316252105162hours
********29%33%46%47%54%23%28%29%

ababab

Royal Mail tracked 48
********606019251195074119hours
********24%20%41%36%40%23%20%22%

ababab

********837218237311991119Signed for 2nd Class
********33%24%39%33%24%54%25%22%

aacacde

Special Delivery
********537420261093985109Guaranteed by 1pm
********21%24%43%37%36%18%23%20%

ababab

********5663172489456789Parcelforce Worldwide
********23%21%38%35%29%21%18%16%

ababab

International Tracked
********2735295848283758and Signed
********11%12%64%82%16%13%10%10%

abcabcea

Special Delivery
********2639161851244551Guaranteed by 9am
********11%13%34%26%17%11%12%9%

abcabb

********2436285042283450International Signed
********10%12%62%71%14%12%9%9%

abcabc

International Tracked
********2131244840213248(previously Airsure)
********8%10%52%69%13%10%9%9%

abcabc

International standard
mail (previously

********2532433337263443Airmail)
********10%11%94%47%12%12%9%8%

abcdabc
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41511182933455869309254382568Unweighted total
5167172483024670301220369554Weighted total

International Economy
(previously surface

********1316181415141618mail)
********5%5%40%20%5%6%4%3%

abcdabc

None of these (DO NOT
********76-----16READ OUT)
********3%2%-%-%-%-%-%3%

Don't Know (DO NOT READ
********22-----8OUT)
********1%1%-%-%-%-%-%2%

Refused (DO NOT READ
********--------OUT)
********-%-%-%-%-%-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
463105144841191542384561533556508550568Unweighted total
44510917458*171530377544509539486533554Weighted total

24754**250**103292210296277293267291301Standard 1st Class
56%49%**55%**60%55%56%54%54%54%55%55%54%

20549**211**97242193250234247223246254Signed for 1st Class
46%45%**46%**57%46%51%46%46%46%46%46%46%

b

15931**160**69185131187176182171179190Standard 2nd Class
36%28%**35%**40%35%35%34%34%34%35%34%34%

Royal Mail tracked 24
12241**131**69154125162153160147157162hours

27%37%**29%**40%29%33%30%30%30%30%30%29%

bb

Royal Mail tracked 48
9426**103**4611689119112115112114119hours
21%23%**23%**27%22%24%22%22%21%23%21%22%

10118**100**5011692119114117110117119Signed for 2nd Class
23%17%**22%**29%22%24%22%22%22%23%22%22%

b

Special Delivery
8721**91**4310394109105107100106109Guaranteed by 1pm
20%20%**20%**26%19%25%20%21%20%21%20%20%

b

6820**76**378761898788828889Parcelforce Worldwide
15%18%**17%**22%16%16%16%17%16%17%17%16%

International Tracked
3919**48**385747565558535858and Signed

9%17%**10%**22%11%12%10%11%11%11%11%10%

bab

Special Delivery
3615**38**255043514651485051Guaranteed by 9am

8%13%**8%**14%9%11%9%9%9%10%9%9%

3217**46**324839484850445050International Signed
7%16%**10%**19%9%10%9%9%9%9%9%9%

bab

International Tracked
2820**42**354839474648444848(previously Airsure)

6%18%**9%**20%9%10%9%9%9%9%9%9%

bab

International standard
mail (previously

2914**39**284338434143414343Airmail)
6%13%**9%**16%8%10%8%8%8%8%8%8%

bab
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
463105144841191542384561533556508550568Unweighted total
44510917458*171530377544509539486533554Weighted total

International Economy
(previously surface

171**18**151814181718181818mail)
4%1%**4%**9%3%4%3%3%3%4%3%3%

ab

None of these (DO NOT
133**9**21410141414121416READ OUT)

3%3%**2%**1%3%3%3%3%3%3%3%3%

Don't Know (DO NOT READ
81**6**386888688OUT)
2%*%**1%**2%1%1%1%2%1%1%1%2%

Refused (DO NOT READ
--**-**---------OUT)
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
273295413471048438496122294126568Unweighted total
289265404421068237491120274127554Weighted total

141160236**50432153955****57301Standard 1st Class
49%61%58%**47%52%57%42%46%****45%54%

baba

119136186**52381763853****58254Signed for 1st Class
41%51%46%**49%46%47%41%44%****46%46%

b

10387135**38331312443****47190Standard 2nd Class
36%33%33%**36%40%35%27%36%****37%34%

Royal Mail tracked 24
8379106**39171113246****48162hours
29%30%26%**37%21%30%35%38%****38%29%

cc

Royal Mail tracked 48
615867**4020732443****44119hours
21%22%17%**38%24%20%26%36%****35%22%

c

665384**3026692523****31119Signed for 2nd Class
23%20%21%**29%31%18%27%19%****24%22%

bb

Special Delivery
476278**2413762022****22109Guaranteed by 1pm
16%23%19%**23%16%20%22%18%****18%20%

b

394964**1815591523****2389Parcelforce Worldwide
14%19%16%**17%18%16%16%19%****18%16%

International Tracked
322529**216331912****2258and Signed
11%10%7%**19%8%9%20%10%****17%10%

ccbc

Special Delivery
193229**19834911****1251Guaranteed by 9am

7%12%7%**18%10%9%10%9%****10%9%

bc

282124**19530149****1850International Signed
10%8%6%**18%6%8%16%8%****14%9%

cbc

International Tracked
272223**212321411****1948(previously Airsure)

9%8%6%**20%3%8%16%9%****15%9%

cbc

International standard
mail (previously

271624**14824117****1343Airmail)
9%6%6%**13%10%6%12%6%****10%8%

cb
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
273295413471048438496122294126568Unweighted total
289265404421068237491120274127554Weighted total

International Economy
(previously surface

10812**421332****318mail)
3%3%3%**4%3%4%3%2%****3%3%

None of these (DO NOT
12411**34933****416READ OUT)

4%2%3%**3%4%2%3%3%****3%3%

Don't Know (DO NOT READ
638***-8--****-8OUT)
2%1%2%***%-%2%-%-%****-%2%

Refused (DO NOT READ
---**-----****--OUT)
-%-%-%**-%-%-%-%-%****-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365454363553534955454850568Unweighted total
275960593328575637545528554Weighted total

**2825****1435**27******301Standard 1st Class
**47%41%****52%60%**72%******54%

bjkbbjbcgjkbjk

**2221****1125**27******254Signed for 1st Class
**38%35%****38%44%**72%******46%

jabcefghjkl

**2022****1017**12******190Standard 2nd Class
**33%37%****37%30%**32%******34%

b

Royal Mail tracked 24
**169****1217**15******162hours
**27%14%****45%30%**39%******29%

abcejkaajaajaaajaa

Royal Mail tracked 48
**1514****1012**14******119hours
**25%23%****36%21%**38%******22%

aehiahahabehiaabefhiaehi

**1213****612**10******119Signed for 2nd Class
**20%21%****21%22%**26%******22%

bbbbbbbbbb

Special Delivery
**1215****510**10******109Guaranteed by 1pm
**21%24%****18%18%**27%******20%

ciabcfgiklaci

**810****17**12******89Parcelforce Worldwide
**14%17%****4%13%**33%******16%

ggbgbfgikgg

International Tracked
**44****43**6******58and Signed
**7%6%****13%5%**17%******10%

bfijkff

Special Delivery
**45****23**9******51Guaranteed by 9am
**7%8%****6%6%**24%******9%

aabcfgijklabcfgijkl

**45****22**4******50International Signed
**7%8%****6%4%**11%******9%

bfgkbbbfbbb

International Tracked
**35****43**4******48(previously Airsure)
**5%8%****16%5%**11%******9%

bbf

International standard
mail (previously

**42****12**7******43Airmail)
**7%4%****5%4%**18%******8%

abcfghijkabcfgijabcfgij

International Economy
(previously surface

**2-****13**2******18mail)
**3%-%****4%5%**6%******3%

abchjacj
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365454363553534955454850568Unweighted total
275960593328575637545528554Weighted total

None of these (DO NOT
**33****-1*********16READ OUT)
**5%4%****-%1%**1%******3%

g

Don't Know (DO NOT READ
**1-****--*********8OUT)
**2%-%****-%-%**1%******2%

Refused (DO NOT READ
**--****--**-******-OUT)
**-%-%****-%-%**-%******-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
144124157143568Unweighted total
147120151136554Weighted total

68729666301Standard 1st Class
46%60%63%49%54%

dad

54608159254Signed for 1st Class
37%50%53%44%46%

dd

54435141190Standard 2nd Class
37%36%34%30%34%

Royal Mail tracked 24
39464730162hours
26%39%31%22%29%

ad

Royal Mail tracked 48
38203428119hours
26%17%22%21%22%

33273623119Signed for 2nd Class
23%22%24%17%22%

Special Delivery
30174418109Guaranteed by 1pm
21%14%29%13%20%

ac

2313341889Parcelforce Worldwide
16%11%22%13%16%

ac

International Tracked
1510191458and Signed
10%8%13%10%10%

Special Delivery
10825851Guaranteed by 9am

7%6%17%6%9%

acd

159161050International Signed
10%8%10%7%9%

International Tracked
111216948(previously Airsure)

8%10%11%7%9%

International standard
mail (previously

14520443Airmail)
9%4%13%3%8%

aac

International Economy
(previously surface

5211118mail)
4%1%7%*%3%

ac

None of these (DO NOT
541616READ OUT)
4%3%1%4%3%

b
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
144124157143568Unweighted total
147120151136554Weighted total

Don't Know (DO NOT READ
12*58OUT)
1%2%*%3%2%

b

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All who use Royal Mail to send parcels and packets (QV6a.2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*d*cbaSignificance Level: 95%
32728738397162556216313Unweighted total
143218510711236290301Weighted total

******20403****179810-24%
******24%37%24%****20%27%27%

******1152****1353725-49%
******13%5%15%****14%12%12%

******11162****1414250-74%
******14%15%17%****23%14%14%

******31253****2929575-100%
******36%24%28%****35%32%32%

ab

******11202*****4446Don't know
******13%19%16%****7%15%15%

e

******738710****6246256Answered
******54.9344.3249.72****57.2451.3851.32Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
43394019116192432159371227313Unweighted total
16161725125203245158511639301Weighted total

******64******************810-24%
******26%******************27%

cjcc

******32******************3725-49%
******13%******************12%

ll

******37******************4250-74%
******15%******************14%

******79******************9575-100%
******32%******************32%

******39******************46Don't know
******15%******************15%

m

******213******************256Answered
******51.84******************51.32Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
3827580233121155802974313313Unweighted total
342676823412716491274276301Weighted total

**71245730****35********810-24%
**27%36%24%23%****39%********27%

abh

**3033315****12********3725-49%
**11%5%14%12%****13%********12%

b

**3683415****10********4250-74%
**13%13%15%12%****11%********14%

eh

**85266944****25********9575-100%
**32%39%29%35%****28%********32%

b

**4554123****8********46Don't know
**17%7%17%18%****9%********15%

bbe

**22263193104****83********256Answered
**51.7550.8251.4853.42****44.04********51.32Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
111511488305313Unweighted total

995314512289301Weighted total

331335**79810-24%
33%26%24%**27%27%

81117**323725-49%
8%21%12%**11%12%

c

15819**424250-74%
15%15%13%**15%14%

271156**939575-100%
27%20%38%**32%32%

b

161018**4346Don't know
16%18%12%**15%15%

8443127**246256Answered
46.2345.9155.82**51.6551.32Mean

c

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 52  (continuation)                                                                                                                                                    Page 983

Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
8217754420293-1-121662231313Unweighted total
5617273113289-*-**1244245301Weighted total

194319****77************1462810-24%
34%25%27%****27%************33%25%27%

10224****34************7263725-49%
18%13%6%****12%************16%11%12%

a

82312****41************6354250-74%
14%13%17%****14%************15%14%14%

106224****92************7869575-100%
17%36%33%****32%************16%35%32%

ccbb

102313****45************93646Don't know
17%13%18%****16%************20%15%15%

4715059****244************35209256Answered
40.0353.7154.16****51.84************39.9153.8451.32Mean

ccbb
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-422521236247115313270217241313Unweighted total
-32111521821991301240184211301Weighted total

************58552281665551810-24%
************26%25%24%27%28%30%24%27%

************312810373228283725-49%
************14%13%11%12%13%15%13%12%

************282916423221314250-74%
************13%13%18%14%13%11%15%14%

************657427957249699575-100%
************30%34%30%32%30%27%33%32%

************3632154638323246Don't know
************16%15%17%15%16%17%15%15%

************18218775256202152178256Answered
************48.9152.0951.4651.3249.3146.4552.3051.32Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
2617774563-21-33304313Unweighted total
2346472682-1*-22296301Weighted total

**12171819**************79810-24%
**36%26%26%28%**************27%27%

**710114**************353725-49%
**21%16%15%5%**************12%12%

a

**310811**************424250-74%
**8%16%12%16%**************14%14%

**6152326**************949575-100%
**17%23%32%38%**************32%32%

dd

**612118**************4646Don't know
**17%19%15%12%**************15%15%

**28526159**************250256Answered
**37.7648.5748.2854.85**************51.6051.32Mean

d
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
126920293163101404296764149313Unweighted total
*239829315481403206764148301Weighted total

**66**7939**38****141842810-24%
**28%**27%25%**27%****22%28%28%27%

**32**3525**11****138123725-49%
**13%**12%16%**8%****19%13%8%12%

aa

**32**4021**19****211254250-74%
**14%**14%14%**14%****3%18%17%14%

cc

**72**9453**43****2316519575-100%
**30%**32%34%**30%****35%26%35%32%

**37**4516**29****14101746Don't know
**16%**15%11%**21%****21%15%12%15%

c

**202**248137**111****5354130256Answered
**49.31**51.6153.27**50.48****53.1450.4752.4351.32Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
154238124372761533334313Unweighted total
*4620711427274*462440301Weighted total

**125132**70**17****810-24%
**27%25%28%**25%**37%****27%

a

**62716**35**6****3725-49%
**13%13%14%**13%**13%****12%

**63019**40**5****4250-74%
**13%14%16%**14%**12%****14%

**46724**89**10****9575-100%
**8%32%21%**32%**21%****32%

acc

**183223**41**8****46Don't know
**39%16%20%**15%**17%****15%

ab

**2817591**233**38****256Answered
**36.3952.0344.37**52.55**39.49****51.32Mean

cb
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
9171253313214240174269197155210105313Unweighted total
9147225301181211*60262187*4417994301Weighted total

**4560815551**196658**165332810-24%
**30%27%27%30%24%**31%25%31%**36%30%34%27%

**2429372828**103126**728183725-49%
**16%13%12%15%13%**16%12%14%**16%15%19%12%

**1932422131**84031**32164250-74%
**13%14%14%11%15%**14%15%16%**7%12%7%14%

**3670954969**98340**448159575-100%
**25%31%32%27%33%**16%32%21%**10%27%16%32%

acac

**2333463032**144232**14292246Don't know
**16%14%15%16%15%**23%16%17%**31%16%24%15%

b

**124192256152178**46220155**3015072256Answered
**44.7150.3251.3246.2752.27**37.7352.8043.16**33.1146.3737.0051.32Mean

acac
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
375101692524144173152313313Unweighted total
573111442253339160138301301Weighted total

********4560****545581810-24%
********31%27%****34%40%27%27%

a

********2329****2225373725-49%
********16%13%****14%18%12%12%

********1930****1717424250-74%
********13%13%****11%12%14%14%

********3470****3012959575-100%
********23%31%****18%9%32%32%

bbcde

********2335****38294646Don't know
********16%16%****23%21%15%15%

aabca

********121190****123109256256Answered
********44.0750.16****39.6331.0251.3251.32Mean

bbc
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
263506270-115305218310298308286305313Unweighted total
2475411250-103292210296277293267291301Weighted total

69****71**3177528176767476810-24%
28%****28%**31%27%25%27%27%26%28%26%27%

24****24**19362835323734373725-49%
10%****10%**19%12%13%12%11%12%13%13%12%

b

34****38**14423039394236414250-74%
14%****15%**14%15%14%13%14%14%14%14%14%

84****81**19916295899383939575-100%
34%****33%**19%31%29%32%32%32%31%32%32%

cc

36****36**184538464145394546Don't know
15%****14%**18%15%18%15%15%15%15%15%15%

211****214**84247172251236249228247256Answered
52.96****51.82**39.4751.1850.2151.3751.4151.7750.5751.6851.32Mean

cc
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
143170245174843220475710258313Unweighted total
14116023614504321539558157301Weighted total

394357******51**18****18810-24%
28%27%24%******24%**33%****32%27%

221428******26**7****103725-49%
16%9%12%******12%**13%****18%12%

222039******30**10****84250-74%
16%13%17%******14%**17%****15%14%

455083******76**12****109575-100%
32%31%35%******36%**22%****17%32%

a

133328******30**8****1146Don't know
9%21%12%******14%**15%****18%15%

bc

128127208******184**47****47256Answered
50.2852.3754.45******53.81**43.16****40.1951.32Mean

aa
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*hgf*ed*c*b*aSignificance Level: 95%
212823202331332934281825313Unweighted total
152825332414353427272118301Weighted total

************************810-24%
************************27%

************************3725-49%
************************12%

************************4250-74%
************************14%

g

************************9575-100%
************************32%

f

************************46Don't know
************************15%

g

************************256Answered
************************51.32Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
72749671313Unweighted total
68729666301Weighted total

22142619810-24%
33%20%27%29%27%

891363725-49%
12%13%14%9%12%

11101574250-74%
16%14%16%10%14%

192526259575-100%
28%35%27%38%32%

813161046Don't know
12%17%16%14%15%

60598057256Answered
46.0356.7750.2752.6851.32Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
18520486469122433152221Unweighted total

731547768234181190Weighted total

********182******50520-24%
********24%27%******27%27%

********71******252625-49%
********9%8%******14%14%

a

********101******242550-74%
********13%15%******13%13%

********263******535675-100%
********34%33%******29%30%

********151******2930Don't know
********20%17%******16%16%

********607******153159Answered
********56.3853.20******48.9149.10Mean

b
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3333331228141625121014716221Unweighted total
1314111511212183514817926190Weighted total

******40******************520-24%
******27%******************27%

******21******************2625-49%
******14%******************14%

******22******************2550-74%
******15%******************13%

******43******************5675-100%
******29%******************30%

******23******************30Don't know
******16%******************16%

******127******************159Answered
******48.72******************49.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
2519659162937561104337221Unweighted total
201704015077916593194190Weighted total

**45153624****14********520-24%
**27%39%24%31%****22%********27%

a

**238187****13********2625-49%
**14%19%12%9%****21%********14%

h

**2132212****10********2550-74%
**13%7%15%16%****15%********13%

b

**50114517****25********5675-100%
**29%28%30%22%****39%********30%

h

**3032818****2********30Don't know
**18%6%18%23%****4%********16%

bee

**1403712260****62********159Answered
**49.2641.2551.5144.84****53.96********49.10Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 53  (continuation)                                                                                                                                                    Page 997

Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
82371015216221Unweighted total
7038816184190Weighted total

18**28**52520-24%
26%**35%**28%27%

b

11**10**262625-49%
16%**13%**14%14%

10**7**212550-74%
14%**9%**11%13%

22**23**565675-100%
32%**29%**30%30%

8**12**3030Don't know
12%**15%**16%16%

62**69**154159Answered
51.20**44.50**48.5049.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
7011734414207-1-121056151221Unweighted total
521003719181-*-**844137190Weighted total

1225******50************940520-24%
22%25%******27%************22%29%27%

c

1211******26************12142625-49%
23%11%******14%************28%10%14%

bai

717******22************3192550-74%
12%17%******12%************7%14%13%

1733******54************14395675-100%
32%33%******30%************33%29%30%

514******29************52530Don't know
10%14%******16%************11%18%16%

bc

4786******151************39112159Answered
49.9952.90******48.76************48.8348.7349.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-31251216816882221191156164221Unweighted total
-1212914013561190155122127190Weighted total

************41341652423040520-24%
************29%25%26%27%27%24%32%27%

************14178261714132625-49%
************10%12%13%14%11%11%10%14%

************17206252219142550-74%
************12%15%10%13%14%15%11%13%

************424520564836385675-100%
************30%33%32%30%31%30%30%30%

************2519113027242230Don't know
************18%14%18%16%17%19%17%16%

************1151165015912899105159Answered
************48.6952.8349.8749.1050.6351.6447.8449.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3525350332-11-22215221Unweighted total
130464731*-**-12186190Weighted total

**515******************52520-24%
**17%32%******************28%27%

bd

**66******************262625-49%
**19%13%******************14%14%

b

**96******************242550-74%
**28%14%******************13%13%

a

**713******************545675-100%
**23%28%******************29%30%

**46******************3030Don't know
**13%14%******************16%16%

**2640******************156159Answered
**49.5547.76******************48.4649.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
119016205929120322475099221Unweighted total
*1558181784108216435177190Weighted total

**42**4926**23********29520-24%
**27%**27%33%**22%********38%27%

bb

**17**2614**11********102625-49%
**11%**14%18%**10%********13%14%

b

**22**2512**13********92550-74%
**14%**14%15%**12%********12%13%

c

**48**5216**41********205675-100%
**31%**29%20%**38%********25%30%

c

**27**2911**19********1030Don't know
**17%**16%14%**18%********13%16%

**128**15267**88********67159Answered
**50.63**49.0241.25**56.48********43.5949.10Mean

cac
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*baSignificance Level: 95%
13616475311901482832221Unweighted total
*301276424166*422132190Weighted total

****4029**44********520-24%
****32%46%**26%********27%

bc

****134**25********2625-49%
****10%6%**15%********14%

****146**25********2550-74%
****11%9%**15%********13%

b

****3811**45********5675-100%
****30%17%**27%********30%

aca

****2214**27********30Don't know
****17%22%**16%********16%

ab

****10549**139********159Answered
****47.8433.32**48.28********49.10Mean

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 53  (continuation)                                                                                                                                                   Page 1003

Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
718014322115616415919712114415468221Unweighted total
5143115190122127*46166106*3612160190Weighted total

**4136523040**84533****3023520-24%
**28%31%27%24%32%**17%27%31%****24%38%27%

cb

**1714261413**62319****1472625-49%
**12%12%14%11%10%**12%14%18%****12%11%14%

**2020251914**92415****1992550-74%
**14%17%13%15%11%**20%15%15%****16%15%13%

**4322563638**134722****3545675-100%
**30%19%30%30%30%**29%28%21%****29%7%30%

aa

**2323302422**102717****241830Don't know
**16%20%16%19%17%**23%16%16%****20%29%16%

**1209215999105**3613889****9743159Answered
**49.8743.2249.1051.6447.84**54.9249.3940.56****51.2531.0449.10Mean

aaa
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
27291801353631104221156221Unweighted total
3718142112262893190141190Weighted total

********3935****335244520-24%
********27%31%****35%27%31%27%

********1713****1326212625-49%
********12%12%****14%14%15%14%

********2121****1125232550-74%
********15%19%****12%13%16%13%

********4421****1156265675-100%
********31%19%****12%30%18%30%

aacdd

********2222****24302730Don't know
********16%20%****26%16%19%16%

abb

********12090****68159114159Answered
********50.8043.24****33.1649.1040.4449.10Mean

ac
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
186354192-80216148219209217207213221Unweighted total
159313160-69185131187176182171179190Weighted total

43****48**2052445251514551520-24%
27%****30%**30%28%34%28%29%28%26%28%27%

25****22**12261826252625252625-49%
16%****14%**17%14%14%14%14%14%15%14%14%

a

19****19**9231523212424242550-74%
12%****12%**13%13%11%13%12%13%14%13%13%

45****51**13542856525250505675-100%
28%****32%**19%29%21%30%30%29%29%28%30%

26****20**153026302730283030Don't know
17%****12%**22%16%20%16%15%17%16%17%16%

133****140**54155105157149152143149159Answered
47.77****48.94**41.2248.6041.5248.8648.1748.2049.0847.6749.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
106115159233836146384614248221Unweighted total
10387135163833131244310247190Weighted total

292336******40**********520-24%
28%27%27%******30%**********27%

18820******20**********2625-49%
17%10%15%******15%**********14%

161019******14**********2550-74%
15%11%14%******11%**********13%

322439******36**********5675-100%
31%28%29%******28%**********30%

ab

82220******21**********30Don't know
8%25%15%******16%**********16%

b

9565114******110**********159Answered
48.7549.6148.65******45.93**********49.10Mean

ab
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
181821121427172223151420221Unweighted total
122022191310172212151312190Weighted total

************************520-24%
************************27%

************************2625-49%
************************14%

************************2550-74%
************************13%

************************5675-100%
************************30%

************************30Don't know
************************16%

************************159Answered
************************49.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
57536249221Unweighted total
54435141190Weighted total

181013**520-24%
34%24%25%**27%

986**2625-49%
17%19%11%**14%

657**2550-74%
10%13%14%**13%

151116**5675-100%
27%26%31%**30%

689**30Don't know
11%19%18%**16%

483542**159Answered
43.5348.6050.69**49.10Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
261024636690162351174264Unweighted total

8919808711236243254Weighted total

******36427****41201270-24%
******44%48%60%****69%49%50%

a

******116******232325-49%
******14%7%3%****2%9%9%

e

******15131*****363750-74%
******19%15%6%****4%15%14%

be

******6121****1262775-100%
******7%13%13%****15%11%11%

******12142****13840Don't know
******15%17%18%****10%16%16%

******68739****6205214Answered
******29.6532.7926.12****25.4330.1730.00Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*g*f*e*dc*b*aSignificance Level: 95%
30322817413232129175321123264Unweighted total
10131022213223040175451831254Weighted total

******109******************1270-24%
******49%******************50%

cjl

******17******************2325-49%
******8%******************9%

j

******33******************3750-74%
******15%******************14%

******27******************2775-100%
******12%******************11%

lm

******36******************40Don't know
******16%******************16%

******186******************214Answered
******31.27******************30.00Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
322326320110514368246386264Unweighted total
272274720710418*77186303254Weighted total

**113279951****43********1270-24%
**50%59%48%49%****56%********50%

**2161710****6********2325-49%
**9%13%8%9%****8%********9%

**2882912****11********3750-74%
**12%17%14%12%****15%********14%

a

**25*2711****8********2775-100%
**11%1%13%11%****11%********11%

b

**4053520****8********40Don't know
**17%10%17%19%****11%********16%

b

**1874217284****68********214Answered
**29.4622.5531.8230.88****28.25********30.00Mean

b
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
944312410254264Unweighted total
864312015239254Weighted total

44**60**1211270-24%
52%**50%**51%50%

8**14**212325-49%
9%**12%**9%9%

11**17**343750-74%
13%**14%**14%14%

7**17**252775-100%
8%**14%**11%11%

16**13**3740Don't know
18%**11%**16%16%

70**107**202214Answered
25.94**32.46**29.6530.00Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
7914837617247-1-231162185264Unweighted total
581455117247-*-**751196254Weighted total

3666******123************32901270-24%
63%46%******50%************64%46%50%

bai

416******22************3192325-49%
7%11%******9%************6%10%9%

422******36************4323750-74%
8%15%******15%************8%16%14%

317******27************3242775-100%
6%12%******11%************7%12%11%

924******38************83040Don't know
16%17%******16%************15%16%16%

49121******208************43166214Answered
22.3232.12******30.45************23.4832.2530.00Mean

c
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-214717198206102264229184203264Unweighted total
-**111219118087254206156181254Weighted total

************97945212710981971270-24%
************51%52%59%50%53%52%54%50%

************221511232220212325-49%
************12%8%12%9%11%13%12%9%

************24238372619233750-74%
************13%13%10%14%12%12%13%14%

************1521327158112775-100%
************8%12%3%11%8%5%6%11%

abebe

************3227144033272840Don't know
************17%15%16%16%16%17%16%16%

************15915373214172129153214Answered
************26.9729.0620.0130.0025.9024.3424.9430.00Mean

ee
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
2546761452-11-21259264Unweighted total
132576254*-**-**253254Weighted total

**163235****************1261270-24%
**49%56%57%****************50%50%

**368****************232325-49%
**10%10%12%****************9%9%

**557****************373750-74%
**17%9%11%****************14%14%

**242****************272775-100%
**6%8%3%****************11%11%

**61010****************4040Don't know
**18%18%17%****************16%16%

**264752****************214214Answered
**24.7525.1020.96****************30.0430.00Mean

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
222723241125101295236554117264Unweighted total
*2051623811161373166854113254Weighted total

**109**11757**64****3028591270-24%
**53%**49%51%**47%****45%52%52%50%

**22**2215**8****84102325-49%
**11%**9%13%**6%****11%8%9%9%

**26**3421**16****96193750-74%
**13%**14%19%**11%****13%12%16%14%

**15**2710**18****66162775-100%
**8%**11%9%**13%****8%10%14%11%

**33**389**31****169940Don't know
**16%**16%8%**23%****23%17%8%16%

ca

**172**200102**106****5245104214Answered
**25.90**30.8730.64**30.62****30.8030.8030.6230.00Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
146197122382262523531264Unweighted total
*4017511634220*482837254Weighted total

****9764**107**31****1270-24%
****55%55%**49%**65%****50%

c

****1918**19**4****2325-49%
****11%16%**9%**8%****9%

a

****2014**33**4****3750-74%
****11%12%**15%**9%****14%

****111**27**1****2775-100%
****6%*%**12%**1%****11%

ab

****2820**34**8****40Don't know
****16%17%**15%**16%****16%

ab

****14796**187**40****214Answered
****24.3020.05**31.86**18.98****30.00Mean

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 54  (continuation)                                                                                                                                                   Page 1018

Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
7148205264183203162206210145175107264Unweighted total
5124184254154181*52205204*3814993254Weighted total

**69991278197**2298100****78511270-24%
**56%54%50%53%54%**43%48%49%****52%55%50%

**1422232021**61819****20112325-49%
**12%12%9%13%12%**11%9%9%****14%12%9%

**1124371923**53232****1883750-74%
**9%13%14%12%13%**10%16%16%****12%9%14%

c

**101127811**22318****852775-100%
**8%6%11%5%6%**4%11%9%****6%5%11%

b

**1928402528**173436****251840Don't know
**15%15%16%16%16%**32%16%17%****17%19%16%

ab

**105156214129153**35172169****12475214Answered
**25.1025.2130.0024.3424.94**23.0731.1429.22****24.4522.5730.00Mean
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Table 54  (continuation)                                                                                                                                                   Page 1019

Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
36571432043545178122264264Unweighted total
58461181833042164108254254Weighted total

********6395****95661271270-24%
********54%52%****58%61%50%50%

dad

********1622****1510232325-49%
********13%12%****9%9%9%9%

********1224****149373750-74%
********10%13%****8%8%14%14%

d

********911****63272775-100%
********8%6%****4%3%11%11%

bce

********1730****34204040Don't know
********14%17%****21%18%16%16%

ababc

********101153****13088214214Answered
********25.1925.65****20.9419.6530.0030.00Mean

bc
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
217477225-106254195261247259241257264Unweighted total
2054911211-97242193250234247223246254Weighted total

109****104**48119961261171211151211270-24%
53%****49%**50%49%49%51%50%49%52%49%50%

a

17****17**6232023232322232325-49%
8%****8%**6%10%10%9%10%9%10%9%9%

26****28**20362735313631363750-74%
13%****13%**20%15%14%14%13%15%14%15%14%

20****27**4251626242721272775-100%
10%****13%**4%10%8%10%10%11%9%11%11%

33****35**193934403939333940Don't know
16%****17%**19%16%18%16%17%16%15%16%16%

172****176**78204159210195208189208214Answered
27.96****31.19**29.2130.1429.0729.4129.7130.6028.6330.6330.00Mean

b
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
115149195185043178425511259264Unweighted total
119136186155238176385312358254Weighted total

646393******91**29****331270-24%
54%47%50%******52%**56%****56%50%

111317******20**4****42325-49%
9%9%9%******12%**7%****6%9%

172033******23**8****83750-74%
14%15%18%******13%**15%****13%14%

a

151222******18**3****32775-100%
13%9%12%******10%**5%****4%11%

132722******24**9****1240Don't know
11%20%12%******13%**18%****20%16%

bcb

106108164******153**43****47214Answered
30.1729.8331.12******29.24**24.89****24.1430.00Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*hg*f*ed*c*b*aSignificance Level: 95%
142119191830232533191924264Unweighted total
112221331611252927202613254Weighted total

************************1270-24%
************************50%

************************2325-49%
************************9%

************************3750-74%
************************14%

************************2775-100%
************************11%

************************40Don't know
************************16%

g

************************214Answered
************************30.00Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
54678162264Unweighted total
54608159254Weighted total

253840241270-24%
45%64%50%40%50%

ad

83762325-49%
15%5%9%10%9%

9101083750-74%
17%17%12%13%14%

518132775-100%
9%2%10%22%11%

cc

8816940Don't know
14%13%19%15%16%

47526550214Answered
30.4021.9128.7239.6630.00Mean

c
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*c*baSignificance Level: 95%
1041130374810182088136Unweighted total

32732496122113119Weighted total

******************62660-24%
******************55%55%

******************101025-49%
******************9%9%

******************8850-74%
******************7%6%

******************151575-100%
******************13%13%

******************1920Don't know
******************17%17%

b

******************9499Answered
******************28.0427.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
17171983791118941159136Unweighted total

77610069142513212614119Weighted total

******57******************660-24%
******57%******************55%

******8******************1025-49%
******8%******************9%

******6******************850-74%
******6%******************6%

******11******************1575-100%
******11%******************13%

******17******************20Don't know
******17%******************17%

******83******************99Answered
******26.34******************27.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
161203410254633982195136Unweighted total

8111219840914491123119Weighted total

**59**5325**************660-24%
**53%**54%61%**************55%

**10**62**************1025-49%
**9%**7%6%**************9%

a

**8**81**************850-74%
**7%**8%2%**************6%

**15**123**************1575-100%
**14%**12%7%**************13%

**20**199**************20Don't know
**18%**19%23%**************17%

be

**91**7931**************99Answered
**29.36**28.5118.93**************27.84Mean

h
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
5024615131136Unweighted total
50194911108119Weighted total

****30**62660-24%
****61%**57%55%

****4**101025-49%
****9%**10%9%

****2**5850-74%
****4%**5%6%

****6**111575-100%
****13%**11%13%

****7**2020Don't know
****14%**18%17%

****42**8899Answered
****25.30**25.2327.84Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
516619310126-1--274185136Unweighted total
405623*6113-*--*53479119Weighted total

2630******60**************40660-24%
64%54%******53%**************51%55%

54******10**************51025-49%
12%7%******9%**************7%9%

*7******8**************7850-74%
1%13%******7%**************9%6%

c

44******15**************111575-100%
11%7%******14%**************14%13%

511******20**************1520Don't know
12%19%******17%**************19%17%

3546******94**************6499Answered
23.1026.30******28.97**************30.4927.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-213413961035713611993102136Unweighted total
-*2128858743119977278119Weighted total

************49462766564446660-24%
************57%53%63%55%58%60%59%55%

************662106461025-49%
************7%7%5%9%6%6%8%9%

************6658756850-74%
************7%7%13%6%7%8%8%6%

************91321511571575-100%
************11%14%4%13%11%7%9%13%

e

************151662017141320Don't know
************18%18%15%17%18%19%16%17%

************7071369980586699Answered
************25.4729.8020.5027.8426.1621.4524.3227.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*cb*a*h*g*f*e*d*c*baSignificance Level: 95%
3382633191-1--12132136Unweighted total
126233314*-*--**119119Weighted total

************************66660-24%
************************55%55%

************************101025-49%
************************9%9%

************************8850-74%
************************6%6%

b

************************151575-100%
************************13%13%

************************2020Don't know
************************17%17%

d

************************9999Answered
************************27.8327.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dc*baSignificance Level: 95%
1118812857871212352760136Unweighted total
*97811147469*9372449119Weighted total

**56**6230**34********30660-24%
**58%**56%65%**49%********61%55%

**6**104**7********21025-49%
**6%**9%8%**10%********5%9%

**7**84**4********2850-74%
**7%**7%8%**6%********5%6%

**11**122**11********91575-100%
**11%**10%5%**16%********19%13%

**17**196**13********520Don't know
**18%**17%14%**20%********10%17%

**80**9240**55********4499Answered
**26.16**25.8020.91**31.11********29.5127.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
12410057201161272016136Unweighted total
*19764919100*251916119Weighted total

****4632**56********660-24%
****61%66%**56%********55%

****62**8********1025-49%
****8%5%**8%********9%

****43**8********850-74%
****5%6%**8%********6%

****73**11********1575-100%
****9%5%**11%********13%

****139**17********20Don't know
****17%18%**17%********17%

****6340**83********99Answered
****23.2917.69**26.76********27.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
51099213693102134109981218752136Unweighted total
384721197278*259888*197045119Weighted total

**4742664446****5448****4328660-24%
**56%58%55%60%59%****55%55%****61%62%55%

**641046****89****411025-49%
**7%6%9%6%8%****8%10%****6%1%9%

**55856****47****53850-74%
**6%8%6%8%8%****4%8%****8%7%6%

**1171557****148****331575-100%
**13%9%13%7%9%****15%9%****5%6%13%

**1514201413****1715****141120Don't know
**18%19%17%19%16%****18%17%****20%24%17%

**6858995866****8073****563499Answered
**27.7324.4427.8421.4524.32****28.1026.27****19.9018.9327.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
24251088823268313699136Unweighted total
3315837218237311991119Weighted total

********4943****426654660-24%
********60%60%****57%55%59%55%

********64****41071025-49%
********7%6%****6%9%8%9%

********55****385850-74%
********6%8%****4%6%5%6%

********106****61571575-100%
********12%8%****8%13%8%13%

********1314****18201820Don't know
********16%19%****25%17%20%17%

********7058****55997399Answered
********26.4123.11****22.3527.8421.0927.84Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
114223121-5413296136132135127134136Unweighted total
101185100-5011692119114117110117119Weighted total

57****57**3264516661646264660-24%
57%****57%**63%55%56%55%54%55%57%54%55%

9****6**11051010109101025-49%
9%****6%**3%9%5%9%9%9%9%9%9%

5****6**28588878850-74%
5%****6%**3%7%5%6%7%6%7%6%6%

15****15**4141315151515151575-100%
15%****15%**9%12%14%13%13%13%14%13%13%

15****16**112018202020162020Don't know
15%****16%**22%17%19%17%17%17%14%17%17%

86****84**399674999497949799Answered
29.13****29.51**20.4027.4127.7827.8428.2427.9928.0028.0227.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*baSignificance Level: 95%
67691038252485272610231136Unweighted total
6653845302669252312331119Weighted total

372948******42**********660-24%
55%55%57%******62%**********55%

659******7**********1025-49%
9%9%10%******10%**********9%

527******3**********850-74%
8%5%9%******4%**********6%

1236******7**********1575-100%
18%6%8%******10%**********13%

a

71314******10**********20Don't know
10%25%16%******14%**********17%

b

604070******59**********99Answered
32.9220.1823.97******23.81**********27.84Mean

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
111112762113111310813136Unweighted total

9121312861214101346119Weighted total

************************660-24%
************************55%

************************1025-49%
************************9%

************************850-74%
************************6%

************************1575-100%
************************13%

************************20Don't know
************************17%

************************99Answered
************************27.84Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
34343731136Unweighted total
33273623119Weighted total

********660-24%
********55%

cac

********1025-49%
********9%

b

********850-74%
********6%

********1575-100%
********13%

b

********20Don't know
********17%

********99Answered
********27.84Mean

b
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*d*c*baSignificance Level: 95%
122112533419122076117Unweighted total

1*1028425123104109Weighted total

******************47500-24%
******************45%46%

******************2225-49%
******************2%2%

******************141450-74%
******************13%13%

******************151575-100%
******************15%14%

e

******************2527Don't know
******************24%25%

******************7882Answered
******************31.8131.06Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
71414827111116821656117Unweighted total
345977141418612179109Weighted total

******43******************500-24%
******45%******************46%

******2******************225-49%
******2%******************2%

******13******************1450-74%
******13%******************13%

******13******************1575-100%
******14%******************14%

******25******************27Don't know
******26%******************25%

******72******************82Answered
******31.31******************31.06Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*bah*g*f*e*d*c*b*aSignificance Level: 95%
10107199850412671235117Unweighted total

61031792471*3063193109Weighted total

**45**41****************500-24%
**43%**45%****************46%

**2**2****************225-49%
**2%**3%****************2%

**14**11****************1450-74%
**14%**12%****************13%

**15**12****************1575-100%
**15%**13%****************14%

**26**25****************27Don't know
**26%**27%****************25%

**77**67****************82Answered
**32.70**30.45****************31.06Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4822443114117Unweighted total
3629413106109Weighted total

********48500-24%
********45%46%

********2225-49%
********2%2%

********141450-74%
********14%13%

********151575-100%
********14%14%

********2727Don't know
********25%25%

********7982Answered
********31.4231.06Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
41706613104-1-2372876117Unweighted total
24741116103-*-**51785109Weighted total

**35******46**************40500-24%
**48%******44%**************47%46%

*********2**************2225-49%
***%******2%**************3%2%

**11******14**************111450-74%
**14%******14%**************12%13%

**11******14**************131575-100%
**15%******13%**************16%14%

**17******26**************1927Don't know
**23%******26%**************22%25%

**57******76**************6682Answered
**32.92******31.66**************32.3431.06Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-2398587501171008790117Unweighted total
-*-114857350109917977109Weighted total

************4140**50454240500-24%
************48%55%**46%49%53%52%46%

************22**22*2225-49%
************3%3%**2%3%*%3%2%

************105**1410991450-74%
************12%7%**13%11%12%12%13%

f

************78**157521575-100%
************8%12%**14%7%6%3%14%

aa

************2517**2727232327Don't know
************30%23%**25%30%29%29%25%

************6057**8264565482Answered
************24.8923.81**31.0623.6121.8119.2431.06Mean

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*cb*a*h*g*f*e*d*c*baSignificance Level: 95%
2242831152-11-21112117Unweighted total
*9243423*-**-**108109Weighted total

************************50500-24%
************************46%46%

************************2225-49%
************************2%2%

************************141450-74%
************************13%13%

************************151575-100%
************************14%14%

************************2627Don't know
************************24%25%

************************8282Answered
************************31.1931.06Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
2981010752659415323432117Unweighted total
*9041054855628343827109Weighted total

**45**4828**19**********500-24%
**49%**46%59%**34%**********46%

a

**2**2***2**********225-49%
**3%**2%*%**4%**********2%

**10**148**6**********1450-74%
**11%**13%16%**12%**********13%

**7**156**8**********1575-100%
**7%**14%12%**14%**********14%

**26**266**20**********27Don't know
**29%**25%13%**37%**********25%

caa

**64**7942**35**********82Answered
**23.63**31.1227.39**34.62**********31.06Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-308972171002191512117Unweighted total
-2677621099*19718109Weighted total

****4036**48********500-24%
****52%59%**48%********46%

c

****2***2********225-49%
****3%*%**2%********2%

****98**12********1450-74%
****12%12%**12%********13%

****22**15********1575-100%
****3%4%**15%********14%

****2315**22********27Don't know
****29%24%**22%********25%

ab

****5447**77********82Answered
****19.2419.29**30.86********31.06Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
660861178690-3480111-278268117Unweighted total
553741097777-2968102-227258109Weighted total

**2739504240****3745****4129500-24%
**51%53%46%54%52%****55%45%****57%50%46%

c

**2*2*2****22******225-49%
**4%*%2%*%3%****3%2%*****%*%2%

**681499****514****781450-74%
**11%11%13%12%12%****8%14%****10%14%13%

***41552****215****241575-100%
**1%6%14%6%3%****3%15%****3%7%14%

ab

**1723272123****2125****211727Don't know
**33%30%25%27%29%****31%24%****29%29%25%

ab

**3552825654****4777****514282Answered
**16.6821.2231.0621.8119.24****16.5732.36****17.7125.0731.06Mean

ab

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
1143608622271174896117Unweighted total
*133537420261093985109Weighted total

********3036****50**44500-24%
********56%49%****46%**52%46%

********2*****2**2225-49%
********4%*%****2%**3%2%

********68****14**71450-74%
********11%11%****13%**9%13%

*********4****15**41575-100%
********1%6%****14%**5%14%

ab

********1524****27**2727Don't know
********28%33%****25%**32%25%

c

********3849****82**5882Answered
********16.2522.26****31.06**19.0131.06Mean

ab

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 56  (continuation)                                                                                                                                                   Page 1050

Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
93244101-4911299117114115108114117Unweighted total
8721491-4310394109105107100106109Weighted total

39****42****48465048504849500-24%
45%****46%****46%49%46%45%47%48%46%46%

2****2******22222225-49%
3%****3%*****%*%2%2%2%2%2%2%

13****9****141214141414141450-74%
14%****10%****14%12%13%14%13%14%14%13%

11****15****151315151512151575-100%
13%****16%****15%14%14%14%14%12%14%14%

22****23****2623272626232627Don't know
25%****26%****25%25%25%24%24%23%24%25%

65****68****7771828082778082Answered
31.29****31.99****31.8930.4131.0631.8630.7029.6430.8631.06Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
546387921167724225-23117Unweighted total
476278724137620223-22109Weighted total

222936******36**********500-24%
46%46%46%******47%**********46%

-22******2**********225-49%
-%4%3%******3%**********2%

5912******10**********1450-74%
11%15%15%******13%**********13%

12312******11**********1575-100%
25%5%15%******14%**********14%

a

91817******17**********27Don't know
18%30%21%******22%**********25%

394361******59**********82Answered
39.8823.1632.32******30.44**********31.06Mean

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
411134715121815396117Unweighted total
312154851023104113109Weighted total

************************500-24%
************************46%

************************225-49%
************************2%

************************1450-74%
************************13%

************************1575-100%
************************14%

************************27Don't know
************************25%

************************82Answered
************************31.06Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*cb*aSignificance Level: 95%
28264518117Unweighted total
30174418109Weighted total

********500-24%
********46%

********225-49%
********2%

********1450-74%
********13%

********1575-100%
********14%

********27Don't know
********25%

********82Answered
********31.06Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
102511112467113155Unweighted total

1*7161631124851Weighted total

********************320-24%
********************63%

********************225-49%
********************4%

********************150-74%
********************2%

*********************75-100%
*********************%

********************15Don't know
********************30%

********************35Answered
********************10.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 57                                                                                                                                                                   Page 1055

Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3654154684164355Unweighted total
1114775774196351Weighted total

**************************320-24%
**************************63%

**************************225-49%
**************************4%

**************************150-74%
**************************2%

***************************75-100%
***************************%

**************************15Don't know
**************************30%

**************************35Answered
**************************10.09Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
64984727--76-14155Unweighted total
44764525--94-13*51Weighted total

************************320-24%
************************63%

************************225-49%
************************4%

************************150-74%
************************2%

*************************75-100%
*************************%

************************15Don't know
************************30%

************************35Answered
************************10.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 57  (continuation)                                                                                                                                                   Page 1057

Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2292425355Unweighted total
15132334851Weighted total

********29320-24%
********61%63%

********2225-49%
********5%4%

********1150-74%
********3%2%

**********75-100%
*********%*%

********1515Don't know
********32%30%

********3335Answered
********10.1410.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
2723551144-1-136162855Unweighted total
17259*546-*-**4123451Weighted total

****************************320-24%
****************************63%

****************************225-49%
****************************4%

****************************150-74%
****************************2%

*****************************75-100%
*****************************%

****************************15Don't know
****************************30%

****************************35Answered
****************************10.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 57  (continuation)                                                                                                                                                   Page 1059

Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-1-2244041205549464655Unweighted total
-*-1134134215145444251Weighted total

******************32******320-24%
******************63%******63%

******************2******225-49%
******************4%******4%

******************1******150-74%
******************2%******2%

**************************75-100%
*******************%*******%

******************15******15Don't know
******************30%******30%

******************35******35Answered
******************10.09******10.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
113151371-1--115255Unweighted total
*6121611*-*--**5151Weighted total

************************32320-24%
************************63%63%

************************2225-49%
************************4%4%

************************1150-74%
************************2%2%

**************************75-100%
*************************%*%

************************1515Don't know
************************30%30%

************************3535Answered
************************10.1310.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 57  (continuation)                                                                                                                                                   Page 1061

Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
1485502152941212141355Unweighted total
*45249243242612181451Weighted total

************************320-24%
************************63%

************************225-49%
************************4%

************************150-74%
************************2%

*************************75-100%
*************************%

************************15Don't know
************************30%

************************35Answered
************************10.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
-214539946197655Unweighted total
-234236744*104951Weighted total

********************320-24%
********************63%

********************225-49%
********************4%

********************150-74%
********************2%

*********************75-100%
*********************%

********************15Don't know
********************30%

********************35Answered
********************10.09Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
43245554546-204352-16443655Unweighted total
52640514242-184145-17403451Weighted total

******32**********30********320-24%
******63%**********66%********63%

******2**********2********225-49%
******4%**********5%********4%

******1**********1********150-74%
******2%**********3%********2%

***************************75-100%
*******%***********%*********%

******15**********11********15Don't know
******30%**********26%********30%

******35**********33********35Answered
******10.09**********10.09********10.09Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dc*baSignificance Level: 95%
--223144151755284955Unweighted total
--322639161851244551Weighted total

****************32****320-24%
****************63%****63%

****************2****225-49%
****************4%****4%

****************1****150-74%
****************2%****2%

**********************75-100%
*****************%*****%

****************15****15Don't know
****************30%****30%

****************35****35Answered
****************10.09****10.09Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
4015244-255445555255525455Unweighted total
3615338-255043514651485051Weighted total

************31**3229323031320-24%
************62%**63%64%63%62%62%63%

************2**22222225-49%
************4%**4%5%4%5%4%4%

************1**11111150-74%
************2%**2%3%2%3%2%2%

*********************75-100%
*************%***%*%*%*%*%*%

************15**151315151515Don't know
************31%**30%29%30%31%31%30%

************34**353335333435Answered
************9.73**10.0910.4410.0910.429.7310.09Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
24313571393313103-1155Unweighted total
1932293198349112-1251Weighted total

************************320-24%
************************63%

************************225-49%
************************4%

************************150-74%
************************2%

*************************75-100%
*************************%

************************15Don't know
************************30%

************************35Answered
************************10.09Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
134229581134355Unweighted total
145242313935*51Weighted total

************************320-24%
************************63%

************************225-49%
************************4%

************************150-74%
************************2%

*************************75-100%
*************************%

************************15Don't know
************************30%

************************35Answered
************************10.09Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
813241055Unweighted total

10825851Weighted total

********320-24%
********63%

********225-49%
********4%

********150-74%
********2%

*********75-100%
*********%

********15Don't know
********30%

********35Answered
********10.09Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*ba*e*d*c*baSignificance Level: 95%
93823322583147499Unweighted total
8*4253131*28689Weighted total

******************54560-24%
******************63%63%

******************8825-49%
******************9%9%

******************3350-74%
******************3%3%

******************6675-100%
******************6%7%

******************1616Don't know
******************19%19%

******************7072Answered
******************17.0517.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2214135048674293799Unweighted total

9457039911431371389Weighted total

**************************560-24%
**************************63%

**************************825-49%
**************************9%

**************************350-74%
**************************3%

**************************675-100%
**************************7%

**************************16Don't know
**************************19%

**************************72Answered
**************************17.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*bah*g*fe*d*c*b*aSignificance Level: 95%
15842574412-314212799Unweighted total
1079167243*-30318389Weighted total

**49**43****************560-24%
**62%**60%****************63%

**7**4****************825-49%
**8%**6%****************9%

**3**3****************350-74%
**4%**4%****************3%

**4**6****************675-100%
**6%**8%****************7%

h

**16**16****************16Don't know
**21%**22%****************19%

e

**63**56****************72Answered
**16.09**18.88****************17.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
43124229799Unweighted total
35123948489Weighted total

********51560-24%
********61%63%

********8825-49%
********9%9%

********3350-74%
********3%3%

********6675-100%
********7%7%

********1616Don't know
********20%19%

********6872Answered
********18.2817.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
32561131287-1-2-9206799Unweighted total
255311*979-*-*-9166489Weighted total

**30******48**************39560-24%
**56%******61%**************61%63%

**6******6**************6825-49%
**12%******8%**************10%9%

**1******3**************1350-74%
**1%******4%**************1%3%

**4******6**************4675-100%
**7%******7%**************6%7%

**12******16**************1416Don't know
**23%******20%**************22%19%

**40******63**************4972Answered
**18.77******18.48**************16.3217.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-1397283399986667299Unweighted total
-*-*266872338976586489Weighted total

************4248**56483842560-24%
************62%66%**63%63%66%65%63%

************68**8634825-49%
************8%11%**9%8%5%6%9%

************33**3323350-74%
************4%3%**3%4%4%4%3%

************36**64*4675-100%
************5%8%**7%5%1%6%7%

b

************148**1616141216Don't know
************21%12%**19%21%24%18%19%

f

************5464**7260445272Answered
************16.8318.35**17.3015.9011.0716.0217.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1172825152-11-129499Unweighted total
*6252816*-**-**8889Weighted total

************************55560-24%
************************63%63%

************************8825-49%
************************9%9%

************************3350-74%
************************3%3%

************************6675-100%
************************6%7%

************************1616Don't know
************************19%19%

************************7172Answered
************************17.0717.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
18513863885311426164299Unweighted total
*76781317511930173189Weighted total

**48**54****22**********560-24%
**63%**66%****43%**********63%

a

**6**7****6**********825-49%
**8%**9%****11%**********9%

**3**3****3**********350-74%
**4%**4%****6%**********3%

**4**1****6**********675-100%
**5%**2%****11%**********7%

c

**16**16****15**********16Don't know
**21%**20%****29%**********19%

c

**60**65****37**********72Answered
**15.91**13.39****26.13**********17.30Mean

c

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 58  (continuation)                                                                                                                                                   Page 1077

Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
-2471462376328231399Unweighted total
-2463431871421201089Weighted total

****41****48********560-24%
****65%****68%********63%

****4****5********825-49%
****6%****7%********9%

****3****3********350-74%
****4%****4%********3%

****4****1********675-100%
****6%****2%********7%

****12****13********16Don't know
****18%****19%********19%

****52****57********72Answered
****16.04****12.56********17.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
46677996672-397079-25614499Unweighted total
16069895864-326473-18554389Weighted total

**3643563842****4244****36**560-24%
**61%62%63%66%65%****66%61%****66%**63%

**66834****46****2**825-49%
**9%8%9%5%6%****7%9%****3%**9%

**33323****33****2**350-74%
**5%4%3%4%4%****4%3%****4%**3%

**346*4****26*******675-100%
**6%5%7%1%6%****4%8%****1%**7%

**1214161412****1214****14**16Don't know
**20%21%19%24%18%****19%19%****25%**19%

**4855724452****5259****41**72Answered
**17.8516.4417.3011.0716.02****14.6719.17****10.56**17.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-1226172232799507699Unweighted total
-1**5663172489456789Weighted total

********3438****56**45560-24%
********60%61%****63%**67%63%

********44****8**2825-49%
********8%6%****9%**3%9%

********33****3**3350-74%
********5%4%****3%**4%3%

********34****6**2675-100%
********6%6%****7%**3%7%

********1214****16**1516Don't know
********21%23%****19%**22%19%

********4448****72**5272Answered
********17.7017.29****17.30**13.3717.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
7623483-549670999898909899Unweighted total
6820576-378761898788828889Weighted total

40****47**1854365654565056560-24%
58%****62%**49%62%59%63%62%63%62%63%63%

7****8**48388868825-49%
11%****10%**11%9%5%9%9%9%8%9%9%

1****3**23333333350-74%
1%****4%**7%3%5%3%3%3%3%3%3%

6****4***6666666675-100%
9%****5%***%6%9%7%7%7%7%7%7%

c

15****15**121614161616161616Don't know
22%****19%**33%19%23%19%19%19%20%19%19%

53****62**257147727072657272Answered
18.39****16.85**15.9217.2820.0617.3017.2217.2417.0317.2417.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*b*aSignificance Level: 95%
40597281918651630622999Unweighted total
39496471815591523822389Weighted total

**2742******42**********560-24%
**55%65%******71%**********63%

**67******4**********825-49%
**11%11%******7%**********9%

***3******1**********350-74%
***%4%******1%**********3%

**62******2**********675-100%
**11%3%******3%**********7%

b

**1111******10**********16Don't know
**22%17%******18%**********19%

**3953******49**********72Answered
**21.2114.41******11.82**********17.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
89105587141375899Unweighted total
58107517141294589Weighted total

************************560-24%
************************63%

************************825-49%
************************9%

************************350-74%
************************3%

************************675-100%
************************7%

************************16Don't know
************************19%

************************72Answered
************************17.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*cb*aSignificance Level: 95%
2718342099Unweighted total
2313341889Weighted total

********560-24%
********63%

********825-49%
********9%

********350-74%
********3%

********675-100%
********7%

********16Don't know
********19%

********72Answered
********17.30Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*c*baSignificance Level: 95%
15315394452111427111163Unweighted total

5*1548617124155162Weighted total

**********4******80840-24%
**********56%******52%52%

*****************131325-49%
**********2%******9%8%

**********1******131350-74%
**********11%******8%8%

**********1******252675-100%
**********13%******16%16%

**********1******2426Don't know
**********17%******16%16%

**********6******131137Answered
**********28.05******30.4730.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1615141181212131911325716163Unweighted total

6651441311202175361121162Weighted total

******72******************840-24%
******50%******************52%

******12******************1325-49%
******8%******************8%

******12******************1350-74%
******9%******************8%

******23******************2675-100%
******16%******************16%

******24******************26Don't know
******17%******************16%

******120******************137Answered
******31.15******************30.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
1914436127607252154221163Unweighted total
11151341286191609517*162Weighted total

**79**6730****31********840-24%
**52%**52%49%****51%********52%

**11**124****9********1325-49%
**7%**10%7%****15%********8%

**11**137****3********1350-74%
**7%**10%12%****5%********8%

b

**24**149****12********2675-100%
**16%**11%15%****19%********16%

a

**25**2111****6********26Don't know
**17%**17%17%****10%********16%

**126**10751****54********137Answered
**30.09**27.6432.31****31.40********30.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
6225724159163Unweighted total
6326674158162Weighted total

33**37**82840-24%
53%**56%**52%52%

6**5**131325-49%
9%**8%**8%8%

6**8**131350-74%
9%**12%**8%8%

10**10**262675-100%
16%**15%**16%16%

8**6**2426Don't know
13%**9%**15%16%

55**61**134137Answered
28.87**30.80**30.7530.37Mean
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Table 59  (continuation)                                                                                                                                                   Page 1088

Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
587926514149-1121944105163Unweighted total
468036110152-****1036116162Weighted total

3137******77**************53840-24%
68%46%******51%**************45%52%

bai

39******12**************111325-49%
6%11%******8%**************9%8%

19******12**************121350-74%
3%11%******8%**************10%8%

b

514******25**************202675-100%
12%17%******17%**************18%16%

512******25**************2026Don't know
11%15%******17%**************18%16%

4168******127**************96137Answered
22.1833.12******30.87**************33.8630.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-12131411312260163134112117163Unweighted total
-***271151125216212699112162Weighted total

************61623384685259840-24%
************53%56%63%52%54%53%53%52%

************8104138661325-49%
************7%9%7%8%6%6%5%8%

************109513109101350-74%
************9%8%10%8%8%9%9%8%

************14133261610162675-100%
************12%12%6%16%13%10%14%16%

e

************221772623222126Don't know
************19%15%14%16%18%22%19%16%

************9395451371037791137Answered
************27.9825.4620.4930.3728.2025.6730.3230.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
2333736263-12--3157163Unweighted total
*17374229*-**--3159162Weighted total

************************83840-24%
************************52%52%

************************131325-49%
************************8%8%

************************131350-74%
************************8%8%

************************242675-100%
************************15%16%

************************2526Don't know
************************16%16%

************************134137Answered
************************29.5030.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
21321614774881518433166163Unweighted total
*1251215073584716492764162Weighted total

**68**7639**40********30840-24%
**55%**51%53%**48%********47%52%

**8**113**10********61325-49%
**6%**7%5%**12%********9%8%

**10**1310**4********51350-74%
**8%**9%13%**4%********8%8%

a

**16**2516**10********142675-100%
**13%**16%22%**12%********22%16%

**23**255**21********926Don't know
**18%**17%7%**25%********14%16%

c

**102**12568**63********55137Answered
**28.17**31.2435.88**26.53********37.6030.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*ba*b*aSignificance Level: 95%
-3610885281353372922163Unweighted total
-3310086291332382728162Weighted total

****5546**68********840-24%
****54%53%**51%********52%

****53**9********1325-49%
****5%4%**7%********8%

****108**13********1350-74%
****10%10%**10%********8%

****1112**22********2675-100%
****11%14%**17%********16%

****2117**21********26Don't know
****21%19%**16%********16%

ab

****8070**112********137Answered
****26.6229.83**31.38********30.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
789117163111117-4390153-319875163Unweighted total
77611216297112-4086150-268569162Weighted total

**5360845259****4976****4737840-24%
**70%54%52%54%53%****57%51%****55%54%52%

a

**561366****413****541325-49%
**7%6%8%6%5%****5%9%****5%6%8%

***1013910****713****761350-74%
***%9%8%9%9%****8%9%****9%9%8%

bc

**615261016****326****782675-100%
**8%13%16%11%14%****4%17%****9%12%16%

b

**1221262021****2321****191326Don't know
**15%18%16%20%19%****26%14%****23%19%16%

a

**64911377791****63129****6655137Answered
**18.8128.5730.3725.6730.32****18.5931.90****23.7126.9030.37Mean

bb
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
146786108243316357110163Unweighted total
*5387399213316252105162Weighted total

********5255****843862840-24%
********72%55%****52%74%59%52%

acd

********35****13*51325-49%
********4%5%****8%*%5%8%

b

********310****13-101350-74%
********4%10%****8%-%9%8%

bb

********67****26*32675-100%
********8%7%****16%*%3%16%

abab

********1022****26132626Don't know
********13%23%****16%26%24%16%

c

********6377****1373879137Answered
********18.9823.66****30.377.9717.5230.37Mean

abb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
121426136168155125163155161147158163Unweighted total
122419131*69154125162153160147157162Weighted total

61****70**3782658480827582840-24%
50%****53%**54%53%52%52%53%51%51%52%52%

12****12**613913111312131325-49%
10%****9%**9%8%7%8%7%8%8%8%8%

11****11**3121013121312111350-74%
9%****8%**4%8%8%8%8%8%8%7%8%

21****15**8221626242622262675-100%
17%****11%**12%14%13%16%16%16%15%16%16%

17****24**142625262626262626Don't know
14%****18%**21%17%20%16%17%16%17%16%16%

105****107**55128100137127134121132137Answered
32.56****26.42**26.8728.5628.1530.3729.6630.7229.5230.2630.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbab*a*baSignificance Level: 95%
7885116143222108324011-43163Unweighted total
837910616391711132469-48162Weighted total

473752******61**********840-24%
56%47%49%******55%**********52%

778******8**********1325-49%
8%8%7%******7%**********8%

8512******10**********1350-74%
10%6%11%******9%**********8%

151122******17**********2675-100%
18%14%20%******15%**********16%

71913******15**********26Don't know
8%24%12%******13%**********16%

b

776093******96**********137Answered
30.9229.6734.44******29.81**********30.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1416812111818151813119163Unweighted total
1416924101217161514141162Weighted total

************************840-24%
************************52%

************************1325-49%
************************8%

************************1350-74%
************************8%

************************2675-100%
************************16%

************************26Don't know
************************16%

************************137Answered
************************30.37Mean
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Table 59  (continuation)                                                                                                                                                   Page 1098

Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
38415133163Unweighted total
39464730162Weighted total

****21**840-24%
****44%**52%

b

****4**1325-49%
****8%**8%

cc

****5**1350-74%
****10%**8%

****7**2675-100%
****15%**16%

****11**26Don't know
****22%**16%

****37**137Answered
****31.28**30.37Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*d*c*baSignificance Level: 95%
122162639361091787123Unweighted total

5*1528555112115119Weighted total

******************61630-24%
******************53%52%

******************111125-49%
******************10%10%

******************121250-74%
******************10%10%

******************171875-100%
******************15%15%

******************1416Don't know
******************12%13%

a

******************101104Answered
******************28.9828.82Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1413148281010141131628123Unweighted total

555105111117171342218119Weighted total

******54******************630-24%
******52%******************52%

******11******************1125-49%
******10%******************10%

******11******************1250-74%
******11%******************10%

******16******************1875-100%
******15%******************15%

******12******************16Don't know
******12%******************13%

******92******************104Answered
******29.37******************28.82Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*bah*g*fe*d*c*b*aSignificance Level: 95%
151082499444138113193123Unweighted total

911118102442*4284181119Weighted total

**59**51****************630-24%
**54%**50%****************52%

**10**10****************1125-49%
**9%**10%****************10%

h

**12**10****************1250-74%
**11%**10%****************10%

**14**16****************1875-100%
**13%**16%****************15%

**15**15****************16Don't know
**14%**15%****************13%

e

**95**87****************104Answered
**27.32**29.77****************28.82Mean

h
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
5017543120123Unweighted total
4319533116119Weighted total

****31**60630-24%
****59%**52%52%

****5**111125-49%
****10%**10%10%

****5**121250-74%
****10%**10%10%

****7**181875-100%
****14%**15%15%

****4**1516Don't know
****8%**13%13%

****49**101104Answered
****25.80**29.4128.82Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
466116615108-113193177123Unweighted total
376121211108-**1*92682119Weighted total

**39******61**************45630-24%
**63%******56%**************54%52%

**4******9**************71125-49%
**7%******8%**************9%10%

**2******7**************61250-74%
**3%******7%**************7%10%

b

**9******16**************121875-100%
**15%******15%**************14%15%

**7******15**************1216Don't know
**12%******14%**************15%13%

**54******93**************70104Answered
**24.58******26.00**************26.8628.82Mean
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Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-119849647123968281123Unweighted total
-*-**5778844119837065119Weighted total

************5248**63574747630-24%
************67%55%**52%68%66%71%52%

ddddf

************55**115541125-49%
************6%6%**10%6%7%5%10%

e

************411**124321250-74%
************5%12%**10%5%4%2%10%

aaba

************515**185531875-100%
************6%18%**15%6%7%5%15%

abcac

************128**1613121016Don't know
************15%9%**13%15%16%16%13%

************6679**104705955104Answered
************16.6530.62**28.8215.8416.2314.0328.82Mean

abcabc
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Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1262626173-12-12117123Unweighted total
*132131181-*1-*1117119Weighted total

************************62630-24%
************************53%52%

************************111125-49%
************************10%10%

************************121250-74%
************************10%10%

************************161875-100%
************************13%15%

************************1516Don't know
************************13%13%

************************102104Answered
************************27.8828.82Mean
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Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
294911446671517282647123Unweighted total
*821011038378713262944119Weighted total

**57**54****35**********630-24%
**69%**49%****45%**********52%

a

**5**11****6**********1125-49%
**6%**10%****8%**********10%

**4**12****10**********1250-74%
**5%**11%****13%**********10%

**5**18****13**********1875-100%
**6%**16%****16%**********15%

**12**15****14**********16Don't know
**15%**13%****18%**********13%

c

**70**95****64**********104Answered
**15.86**30.96****34.30**********28.82Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
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Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
-237760191043261923123Unweighted total
-18624922972311930119Weighted total

****4537**47********630-24%
****73%77%**48%********52%

****42**9********1125-49%
****6%4%**10%********10%

*****1**12********1250-74%
*****%3%**12%********10%

****31**16********1875-100%
****4%1%**16%********15%

****107**13********16Don't know
****17%15%**13%********13%

****5242**84********104Answered
****11.7511.08**31.66********28.82Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
473791238281-3572114-197255123Unweighted total
362681197065-3065110-146344119Weighted total

**4346634747****4556****4529630-24%
**69%67%52%66%71%****69%51%****71%67%52%

ccac

**351154****711****331125-49%
**5%7%10%7%5%****11%10%****5%7%10%

**421232*****12****-31250-74%
**6%3%10%4%2%*****%11%****-%6%10%

abbb

**441853****118****321875-100%
**6%6%15%7%5%****2%16%****5%4%15%

ab

**812161210****1213****11716Don't know
**14%17%13%16%16%****19%12%****18%15%13%

**53561045955****5397****5237104Answered
**17.0415.4328.8216.2314.03****10.9030.61****12.2516.0528.82Mean

abb
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
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Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-348707123261235479123Unweighted total
-627606019251195074119Weighted total

********4842****633951630-24%
********80%70%****52%78%69%52%

cc

********23****11181125-49%
********3%6%****10%3%11%10%

**************12-*1250-74%
*********%*%****10%-%*%10%

ab

********33****18-*1875-100%
********5%5%****15%-%*%15%

ab

********711****16101516Don't know
********11%19%****13%19%20%13%

********5349****1044059104Answered
********11.3912.76****28.826.4610.1128.82Mean

ab
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
95284109-5312089123117120113118123Unweighted total
94265103-4611689119112115112114119Weighted total

48****54**2161486359616061630-24%
51%****53%**46%52%53%52%52%53%54%53%52%

11****11**51171111108101125-49%
12%****11%**11%10%8%10%10%9%8%9%10%

7****8**7121012121212111250-74%
8%****8%**16%10%11%10%11%11%11%9%10%

13****15**5161018141616161875-100%
13%****15%**10%14%12%15%13%14%15%14%15%

15****14**81614161616151616Don't know
15%****13%**17%13%16%13%14%14%14%14%13%

79****89**381017510497999798104Answered
26.11****28.27**30.8928.5926.8428.8227.9928.5028.4728.2228.82Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
6162761433197627348137123Unweighted total
6158671240207324436244119Weighted total

352741******44**********630-24%
58%47%62%******60%**********52%

757******8**********1125-49%
11%8%10%******10%**********10%

752******10**********1250-74%
11%9%4%******13%**********10%

999******6**********1875-100%
14%15%14%******8%**********15%

4127******6**********16Don't know
6%21%11%******9%**********13%

b

584660******67**********104Answered
28.2329.5722.49******23.33**********28.82Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1115124214128181287123Unweighted total

915148210128141891119Weighted total

************************630-24%
************************52%

************************1125-49%
************************10%

************************1250-74%
************************10%

************************1875-100%
************************15%

************************16Don't know
************************13%

************************104Answered
************************28.82Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 60  (continuation)                                                                                                                                                   Page 1113

Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
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Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

d*cb*aSignificance Level: 95%
38203827123Unweighted total
38203428119Weighted total

********630-24%
********52%

********1125-49%
********10%

********1250-74%
********10%

********1875-100%
********15%

********16Don't know
********13%

********104Answered
********28.82Mean
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Base: All using RM to send parcels and packets (QV6a2=3)
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Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
5-7714196853352Unweighted total
*-691721114043Weighted total

********************290-24%
********************68%

*********************25-49%
********************1%

*********************50-74%
*********************%

********************175-100%
********************2%

********************12Don't know
********************29%

********************30Answered
********************8.30Mean
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Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
675341366626-452Unweighted total
22236*467726-543Weighted total

**************************290-24%
**************************68%

***************************25-49%
**************************1%

***************************50-74%
***************************%

**************************175-100%
**************************2%

**************************12Don't know
**************************29%

**************************30Answered
**************************8.30Mean
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Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
349844203-113-11452Unweighted total
24153821*-122-7143Weighted total

************************290-24%
************************68%

*************************25-49%
************************1%

*************************50-74%
*************************%

************************175-100%
************************2%

************************12Don't know
************************29%

************************30Answered
************************8.30Mean
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Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
27718-5252Unweighted total
191113-4343Weighted total

********29290-24%
********68%68%

**********25-49%
********1%1%

**********50-74%
*********%*%

********1175-100%
********2%2%

********1212Don't know
********29%29%

********3030Answered
********8.308.30Mean
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Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
242351745-1---6172852Unweighted total
20193*439-*---3172243Weighted total

****************************290-24%
****************************68%

*****************************25-49%
****************************1%

*****************************50-74%
*****************************%

****************************175-100%
****************************2%

****************************12Don't know
****************************29%

****************************30Answered
****************************8.30Mean
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-1--234344235249424252Unweighted total
-*--233634164340343343Weighted total

******************29******290-24%
******************68%******68%

**************************25-49%
******************1%******1%

**************************50-74%
*******************%*******%

******************1******175-100%
******************2%******2%

******************12******12Don't know
******************29%******29%

******************30******30Answered
******************8.30******8.30Mean
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
119121161-1--1-5052Unweighted total
*8101110*-*--1-4143Weighted total

**************************290-24%
**************************68%

***************************25-49%
**************************1%

***************************50-74%
***************************%

**************************175-100%
**************************2%

**************************12Don't know
**************************29%

**************************30Answered
**************************8.30Mean
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
14834924424-1313131352Unweighted total
*3914217224-91014943Weighted total

************************290-24%
************************68%

*************************25-49%
************************1%

*************************50-74%
*************************%

************************175-100%
************************2%

************************12Don't know
************************29%

************************30Answered
************************8.30Mean
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-3342308441138752Unweighted total
-273325736*126743Weighted total

********************290-24%
********************68%

*********************25-49%
********************1%

*********************50-74%
*********************%

********************175-100%
********************2%

********************12Don't know
********************29%

********************30Answered
********************8.30Mean
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcb*aSignificance Level: 95%
43443524142-444540-33412952Unweighted total
42535433233-353935-27322643Weighted total

******29********************290-24%
******68%********************68%

****************************25-49%
******1%********************1%

****************************50-74%
*******%*********************%

******1********************175-100%
******2%********************2%

******12********************12Don't know
******29%********************29%

******30********************30Answered
******8.30********************8.30Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
--223440523742324152Unweighted total
--222532433337263443Weighted total

************29********290-24%
************68%********68%

**********************25-49%
************1%********1%

**********************50-74%
*************%*********%

************1********175-100%
************2%********2%

************12********12Don't know
************29%********29%

************30********30Answered
************8.30********8.30Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3913147-365143525052505252Unweighted total
2914*39-284338434143414343Weighted total

************29**29**29**29290-24%
************68%**68%**68%**68%68%

***********************25-49%
************1%**1%**1%**1%1%

***********************50-74%
*************%***%***%***%*%

************1**1**1**1175-100%
************2%**2%**2%**2%2%

************12**12**12**1212Don't know
************29%**29%**29%**29%29%

************30**30**30**3030Answered
************8.31**8.30**8.30**8.308.30Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*ac*b*a*cb*a*b*a*b*aSignificance Level: 95%
29233461173312105-1352Unweighted total
2716244148241176-1343Weighted total

************************290-24%
************************68%

*************************25-49%
************************1%

*************************50-74%
*************************%

************************175-100%
************************2%

************************12Don't know
************************29%

************************30Answered
************************8.30Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 61  (continuation)                                                                                                                                                   Page 1127

International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
8421211210621352Unweighted total
742221211731143Weighted total

************************290-24%
************************68%

*************************25-49%
************************1%

*************************50-74%
*************************%

************************175-100%
************************2%

************************12Don't know
************************29%

************************30Answered
************************8.30Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 61  (continuation)                                                                                                                                                   Page 1128

International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
141418652Unweighted total
14520443Weighted total

********290-24%
********68%

*********25-49%
********1%

*********50-74%
*********%

********175-100%
********2%

********12Don't know
********29%

********30Answered
********8.30Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 61  (continuation)                                                                                                                                                   Page 1129

International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
5-51316165654258Unweighted total
*-71619211*5658Weighted total

********************330-24%
********************58%

*********************25-49%
********************1%

********************150-74%
********************2%

********************675-100%
********************11%

********************16Don't know
********************28%

********************42Answered
********************19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10833722663-122458Unweighted total

4315024674-154858Weighted total

**************************330-24%
**************************58%

***************************25-49%
**************************1%

**************************150-74%
**************************2%

**************************675-100%
**************************11%

**************************16Don't know
**************************28%

**************************42Answered
**************************19.40Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
355850183-212-10458Unweighted total
15665219*-29*-8158Weighted total

**32********************330-24%
**57%********************58%

************************25-49%
**1%********************1%

**1********************150-74%
**2%********************2%

**6********************675-100%
**11%********************11%

**16********************16Don't know
**29%********************28%

**40********************42Answered
**19.94********************19.40Mean
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Table 62  (continuation)                                                                                                                                                   Page 1132

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*b*a*baSignificance Level: 95%
31916-5858Unweighted total
301313-5858Weighted total

********33330-24%
********58%58%

**********25-49%
********1%1%

********1150-74%
********2%2%

********6675-100%
********11%11%

********1616Don't know
********28%28%

********4242Answered
********19.4019.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1133

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
282372949-11--7193058Unweighted total
31215*849-**--8232658Weighted total

****************************330-24%
****************************58%

*****************************25-49%
****************************1%

****************************150-74%
****************************2%

****************************675-100%
****************************11%

****************************16Don't know
****************************28%

****************************42Answered
****************************19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1134

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-1--424247235849433758Unweighted total
-*--2*4444185847413458Weighted total

******************33******330-24%
******************58%******58%

**************************25-49%
******************1%******1%

******************1******150-74%
******************2%******2%

******************6******675-100%
******************11%******11%

******************16******16Don't know
******************28%******28%

******************42******42Answered
******************19.40******19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1135

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-17101482-11-1-5558Unweighted total
-10101512*-**-1-5658Weighted total

************************32330-24%
************************57%58%

**************************25-49%
************************1%1%

************************1150-74%
************************2%2%

************************6675-100%
************************11%11%

************************1616Don't know
************************29%28%

************************4042Answered
************************20.0119.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1136

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
1486522043431018101758Unweighted total
*47454133424121591858Weighted total

******33****************330-24%
******62%****************58%

************************25-49%
******1%****************1%

***********************150-74%
*******%****************2%

******4****************675-100%
******8%****************11%

******15****************16Don't know
******29%****************28%

******38****************42Answered
******15.55****************19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1137

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*ba*b*a*b*aSignificance Level: 95%
-2935271048215111058Unweighted total
-2831251048315121158Weighted total

********************330-24%
********************58%

*********************25-49%
********************1%

********************150-74%
********************2%

********************675-100%
********************11%

********************16Don't know
********************28%

********************42Answered
********************19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1138

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
53341584237-524453-33393458Unweighted total
83138583934-544453-32363458Weighted total

******33******33**30********330-24%
******58%******61%**56%********58%

****************-*********25-49%
******1%******1%**-%********1%

******1******1**1********150-74%
******2%******2%**2%********2%

******6******6**6********675-100%
******11%******12%**12%********11%

******16******13**16********16Don't know
******28%******24%**30%********28%

******42******41**38********42Answered
******19.40******19.66**20.82********19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
13443139365851304258Unweighted total
24332735295848283758Weighted total

**************3326****330-24%
**************58%54%****58%

*********************25-49%
**************1%1%****1%

**************1*****150-74%
**************2%*%****2%

**************66****675-100%
**************11%12%****11%

aa

**************1616****16Don't know
**************28%34%****28%

**************4232****42Answered
**************19.4019.51****19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
4117150-425751575658525858Unweighted total
3919248-385747565558535858Weighted total

************32283232333033330-24%
************57%59%57%58%58%56%58%58%

********************25-49%
************1%1%1%1%1%1%1%1%

************111*111150-74%
************2%3%2%*%2%3%2%2%

************6466666675-100%
************11%8%11%11%11%11%11%11%

************1614161616161616Don't know
************29%30%29%30%28%30%28%28%

************4033403842374242Answered
************19.6915.7219.3818.4019.4019.0019.4019.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1141

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*ac*b*a*cb*a*b*a*b*aSignificance Level: 95%
29293571573318138-1958Unweighted total
322529721633191211-2258Weighted total

************************330-24%
************************58%

*************************25-49%
************************1%

************************150-74%
************************2%

************************675-100%
************************11%

************************16Don't know
************************28%

************************42Answered
************************19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1142

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
84325839543458Unweighted total
744334310674358Weighted total

************************330-24%
************************58%

*************************25-49%
************************1%

************************150-74%
************************2%

************************675-100%
************************11%

************************16Don't know
************************28%

************************42Answered
************************19.40Mean

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 62  (continuation)                                                                                                                                                   Page 1143

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1515171158Unweighted total
1510191458Weighted total

********330-24%
********58%

*********25-49%
********1%

********150-74%
********2%

********675-100%
********11%

********16Don't know
********28%

********42Answered
********19.40Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******33*****-89This is a negative to me
******2%2%*%****-%2%2%

This is not important to
me - don't mind if not

******107******2323offered
******7%4%2%****1%4%4%

ac

This is mandatory to me
******40625****3158164- a must have
******27%31%27%****27%31%31%

This is a ‘nice to have’
, but I can live without

******43537****4149156it being offered
******29%27%35%****33%29%29%

a

This is a 'great to
have' - makes a
difference and can sway

******51737****5172179my decision
******35%37%35%****39%34%34%

e

******9113512****8330343NET Important
******62%68%62%****66%65%65%

eee

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 63                                                                                                                                                                   Page 1145

Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

--17******1****2****9This is a negative to me
-%-%5%2%******2%****3%****2%

This is not important to
me - don't mind if not

11-21******5****6****23offered
4%4%-%5%******6%****6%****4%

kkk

This is mandatory to me
876142******40****33****164- a must have

32%26%21%32%******46%****36%****31%

ggkagjklg

This is a ‘nice to have’
, but I can live without

667137******22****31****156it being offered
22%20%25%31%******25%****34%****29%

This is a 'great to
have' - makes a
difference and can sway

111414140******19****19****179my decision
43%50%49%31%******21%****21%****34%

cfhcfhjcfhjcfhcfhj

192119283******58****52****343NET Important
75%75%70%63%******67%****57%****65%

cc
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

*8-94*********2**9This is a negative to me
1%2%-%2%2%*****%****4%**2%

e

This is not important to
me - don't mind if not

1228166****10****2**23offered
2%5%7%4%3%****5%****4%**4%

This is mandatory to me
151492214162****54****21**164- a must have
31%31%21%33%31%****28%****38%**31%

b

This is a ‘nice to have’
, but I can live without

161403711949****53****20**156it being offered
33%29%34%28%25%****28%****36%**29%

eh

This is a 'great to
have' - makes a
difference and can sway

171624113876****74****10**179my decision
34%34%38%33%39%****39%****19%**34%

bdbd

3231163279138****129****32**343NET Important
65%65%59%66%70%****67%****57%**65%

bdd

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 63  (continuation)                                                                                                                                                   Page 1147

Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

**7**99This is a negative to me
*%*%3%**2%2%

c

This is not important to
me - don't mind if not

8114**2323offered
4%1%6%**5%4%

This is mandatory to me
663856**155164- a must have
34%42%23%**31%31%

aa

This is a ‘nice to have’
, but I can live without

352592**148156it being offered
18%27%39%**29%29%

c

This is a 'great to
have' - makes a
difference and can sway

822670**173179my decision
43%29%29%**34%34%

ab

14964126**328343NET Important
77%71%53%**65%65%

aa
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

144****9************179This is a negative to me
1%1%3%****2%************1%2%2%

This is not important to
me - don't mind if not

4128****23************41923offered
3%4%7%****5%************4%5%4%

This is mandatory to me
509024****147************33114164- a must have
38%31%22%****29%************33%28%31%

aabiabi

This is a ‘nice to have’
, but I can live without

268842****153************23130156it being offered
20%30%39%****31%************22%33%29%

cccjbcj

This is a 'great to
have' - makes a
difference and can sway

509831****170************41129179my decision
38%34%28%****34%************40%32%34%

10018854****317************74243343NET Important
77%65%50%****63%************73%61%65%

abaabiabiai
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************63*97779This is a negative to me
************2%1%*%2%2%2%2%2%

f

This is not important to
me - don't mind if not

************141252316131523offered
************4%3%4%4%4%5%5%4%

This is mandatory to me
************1111224816412396106164- a must have
************32%32%32%31%32%34%32%31%

This is a ‘nice to have’
, but I can live without

************104112341561127794156it being offered
************30%29%23%29%29%27%29%29%

This is a 'great to
have' - makes a
difference and can sway

************1131326317912391105179my decision
************32%35%42%34%32%32%32%34%

abcd

************224254110343247188212343NET Important
************64%67%74%65%65%66%65%65%

acd
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**2312**************99This is a negative to me
**3%3%1%2%**************2%2%

This is not important to
me - don't mind if not

***1213**************2323offered
**1%1%2%12%**************4%4%

bcd

This is mandatory to me
**23324029**************156164- a must have
**41%31%34%28%**************30%31%

This is a ‘nice to have’
, but I can live without

**12353628**************155156it being offered
**22%34%31%27%**************30%29%

d

This is a 'great to
have' - makes a
difference and can sway

**19323732**************177179my decision
**33%31%32%31%**************34%34%

**42637761**************333343NET Important
**74%62%66%59%**************64%65%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**7**95**3***2159This is a negative to me
**2%**2%2%**1%***%2%1%2%2%

This is not important to
me - don't mind if not

**16**2113**10***551323offered
**4%**4%6%**3%***%4%4%6%4%

This is mandatory to me
**123**15063**98**22323868164- a must have
**32%**30%27%**34%**51%26%32%29%31%

abc

This is a ‘nice to have’
, but I can live without

**112**15275**78**6353580156it being offered
**29%**31%32%**27%**15%28%30%34%29%

bdd

This is a 'great to
have' - makes a
difference and can sway

**123**16474**100**15493968179my decision
**32%**33%32%**35%**34%40%33%29%34%

a

**246**314137**197**368077137343NET Important
**65%**63%60%**68%**85%66%65%58%65%

acabc
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**465-9**---9This is a negative to me
**6%2%3%-%2%**-%-%-%2%

b

This is not important to
me - don't mind if not

**6157221**23223offered
**9%5%4%3%5%**3%5%2%4%

This is mandatory to me
**231025733131**392830164- a must have
**36%33%34%47%28%**44%43%39%31%

a

This is a ‘nice to have’
, but I can live without

**17845213142**21821156it being offered
**27%27%31%19%31%**24%13%27%29%

bb

This is a 'great to
have' - makes a
difference and can sway

**141034622157**262524179my decision
**22%33%27%31%34%**30%39%32%34%

**3720410355288**655354343NET Important
**58%66%62%79%63%**74%82%70%65%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**47977**173**2659This is a negative to me
**2%2%2%2%2%**1%2%1%**3%2%3%2%

This is not important to
me - don't mind if not

**516231315**71714**513723offered
**2%5%4%5%5%**7%4%4%**8%5%5%4%

This is mandatory to me
**819116496106**35118114**259048164- a must have
**33%29%31%34%32%**31%31%31%**41%35%34%31%

This is a ‘nice to have’
, but I can live without

**731041567594**30108113**127239156it being offered
**29%33%29%27%29%**27%29%31%**20%28%28%29%

This is a 'great to
have' - makes a
difference and can sway

**869717991105**37127122**178043179my decision
**34%31%34%32%32%**34%34%33%**28%31%30%34%

**167188343187212**72245235**4217091343NET Important
**67%60%65%66%65%**65%65%64%**69%65%64%65%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********66-14759This is a negative to me
********2%2%-%2%1%3%1%2%

This is not important to
me - don't mind if not

********315451791623offered
********1%5%9%7%6%4%4%4%

b

This is mandatory to me
********8083202810378111164- a must have
********33%28%44%39%34%35%30%31%

a

This is a ‘nice to have’
, but I can live without

********7210112158650112156it being offered
********30%34%27%21%28%23%30%29%

b

This is a 'great to
have' - makes a
difference and can sway

********79909229176126179my decision
********33%31%20%31%30%34%34%34%

ee

********1591732949194153236343NET Important
********66%59%64%70%64%70%64%65%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

81**5**277969799This is a negative to me
2%1%**1%**1%1%2%2%1%2%2%2%2%

This is not important to
me - don't mind if not

194**20**92211232023172323offered
5%4%**5%**5%4%3%4%4%4%4%5%4%

This is mandatory to me
11450**135**41157107162145158140157164- a must have

27%47%**30%**25%31%30%31%30%31%30%31%31%

b

This is a ‘nice to have’
, but I can live without

12828**136**51155118152148153139152156it being offered
30%26%**31%**31%30%33%29%30%30%30%30%29%

This is a 'great to
have' - makes a
difference and can sway

15524**148**62167118177167174164170179my decision
37%22%**33%**38%33%33%34%34%34%35%33%34%

a

26973**282**104324226339312332304327343NET Important
63%69%**64%**63%64%62%65%64%64%65%64%65%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

358**-27--****-9This is a negative to me
1%2%2%**-%2%2%-%-%****-%2%

This is not important to
me - don't mind if not

111218**531912****423offered
4%5%5%**5%4%5%1%2%****3%4%

This is mandatory to me
897597**45271013249****50164- a must have
33%29%25%**44%34%28%37%42%****41%31%

cc

This is a ‘nice to have’
, but I can live without

8769134**14241092225****27156it being offered
32%27%35%**14%31%31%25%22%****22%29%

ab

This is a 'great to
have' - makes a
difference and can sway

8297128**38221213339****41179my decision
30%38%33%**37%29%34%37%34%****34%34%

171172225**83492226588****92343NET Important
63%67%59%**81%63%62%74%76%****75%65%

ccb
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**32****--*********9This is a negative to me
**5%3%****-%-%***%******2%

This is not important to
me - don't mind if not

**5-****32**2******23offered
**10%-%****12%4%**7%******4%

cjjchj

This is mandatory to me
**2417****718**18******164- a must have
**43%29%****25%31%**48%******31%

ailaaaaagilaa

This is a ‘nice to have’
, but I can live without

**1017****818**9******156it being offered
**18%30%****27%32%**24%******29%

bbdegjklbbkbdegjkl

This is a 'great to
have' - makes a
difference and can sway

**1422****1019**8******179my decision
**24%38%****36%33%**21%******34%

dhkdhk

**3739****1736**25******343NET Important
**67%67%****61%64%**69%******65%

aaah
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

6-*29This is a negative to me
4%-%*%2%2%

bc

This is not important to
me - don't mind if not

687323offered
4%7%5%2%4%

This is mandatory to me
47285633164- a must have
33%25%37%26%31%

ac

This is a ‘nice to have’
, but I can live without

33414338156it being offered
23%36%29%30%29%

d

This is a 'great to
have' - makes a
difference and can sway

49364450179my decision
35%32%30%40%34%

956410083343NET Important
68%57%67%66%65%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******13******55This is a negative to me
******1%2%*%****1%1%1%

This is not important to
me - don't mind if not

******361****12121offered
******2%3%4%****5%4%4%

ab

This is mandatory to me
******738711****6253264- a must have
******50%43%55%****53%50%50%

a

This is a ‘nice to have’
, but I can live without

******20352****17779it being offered
******14%17%12%****10%15%15%

This is a 'great to
have' - makes a
difference and can sway

******49686****4155161my decision
******34%34%29%****31%30%30%

eee

******12315517****10408425NET Important
******83%78%84%****84%80%80%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

--*5******1****-****5This is a negative to me
-%-%*%1%******1%****-%****1%

This is not important to
me - don't mind if not

21-19******2****4****21offered
6%4%-%4%******2%****4%****4%

kk

This is mandatory to me
111311228******46****54****264- a must have
45%47%40%51%******53%****59%****50%

ajklmk

This is a ‘nice to have’
, but I can live without

34665******14****9****79it being offered
13%15%23%14%******16%****10%****15%

chh

This is a 'great to
have' - makes a
difference and can sway

91010132******24****24****161my decision
36%34%37%29%******27%****26%****30%

202321360******70****78****425NET Important
80%81%77%80%******81%****86%****80%
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-5*54****-****-**5This is a negative to me
-%1%*%1%2%****-%****-%**1%

This is not important to
me - don't mind if not

3196164****4****5**21offered
5%4%5%4%2%****2%****10%**4%

eheh

This is mandatory to me
272375121397****88****37**264- a must have
55%49%47%50%49%****46%****65%**50%

eh

This is a ‘nice to have’
, but I can live without

574196026****36****7**79it being offered
11%15%18%14%13%****19%****12%**15%

This is a 'great to
have' - makes a
difference and can sway

141473212967****64****7**161my decision
28%31%30%30%34%****33%****13%**30%

bb

4138483342164****151****44**425NET Important
84%80%77%81%83%****79%****78%**80%
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

--5**55This is a negative to me
-%-%2%**1%1%

c

This is not important to
me - don't mind if not

5114**2021offered
3%1%6%**4%4%

This is mandatory to me
9750113**252264- a must have
50%55%47%**50%50%

This is a ‘nice to have’
, but I can live without

301831**7479it being offered
15%20%13%**15%15%

This is a 'great to
have' - makes a
difference and can sway

612275**156161my decision
32%24%32%**31%30%

15772188**408425NET Important
82%79%79%**80%80%
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

1*4****5************145This is a negative to me
1%*%3%****1%************1%1%1%

b

This is not important to
me - don't mind if not

1812****21************12021offered
1%3%11%****4%************1%5%4%

bc

This is mandatory to me
6914847****250************55195264- a must have
53%51%43%****50%************54%49%50%

This is a ‘nice to have’
, but I can live without

233619****70************155579it being offered
18%12%18%****14%************15%14%15%

abiabi

This is a 'great to
have' - makes a
difference and can sway

359827****155************30126161my decision
27%34%25%****31%************29%31%30%

10424774****405************84320425NET Important
80%85%68%****81%************83%80%80%

aa

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 64  (continuation)                                                                                                                                                   Page 1164

Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************21-54445This is a negative to me
************1%*%-%1%1%1%1%1%

This is not important to
me - don't mind if not

************91222194921offered
************3%3%1%4%2%2%3%4%

b

This is mandatory to me
************18519480264202155174264- a must have
************53%51%53%50%53%55%53%50%

This is a ‘nice to have’
, but I can live without

************4857167958424479it being offered
************14%15%11%15%15%15%13%15%

This is a 'great to
have' - makes a
difference and can sway

************104116521611097997161my decision
************30%31%35%30%29%28%30%30%

************289310132425311234271425NET Important
************83%82%88%80%81%82%83%80%

cdf
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

***2-1**************55This is a negative to me
***%2%-%1%**************1%1%

This is not important to
me - don't mind if not

**11-7**************2121offered
**2%1%-%7%**************4%4%

bc

This is mandatory to me
**33566548**************256264- a must have
**58%55%56%47%**************49%50%

This is a ‘nice to have’
, but I can live without

**9161617**************7779it being offered
**16%16%14%17%**************15%15%

This is a 'great to
have' - makes a
difference and can sway

**13263630**************160161my decision
**24%26%31%29%**************31%30%

**468210178**************417425NET Important
**82%81%86%75%**************80%80%

a
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**4**52**3**--145This is a negative to me
**1%**1%1%**1%**-%-%1%2%1%

This is not important to
me - don't mind if not

**9**2114**7***331421offered
**2%**4%6%**2%**1%2%3%6%4%

a

This is mandatory to me
**202**241120**137**314961118264- a must have
**53%**49%52%**47%**74%41%52%50%50%

aabc

This is a ‘nice to have’
, but I can live without

**58**7729**50**622182979it being offered
**15%**15%13%**17%**14%18%15%13%15%

This is a 'great to
have' - makes a
difference and can sway

**108**15264**93**5473469161my decision
**28%**31%28%**32%**11%39%29%30%30%

ddd

**311**394184**230**369795188425NET Important
**81%**79%80%**80%**85%79%81%80%80%

a
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**242-5**---5This is a negative to me
**3%1%1%-%1%**-%-%-%1%

This is not important to
me - don't mind if not

**293121**11121offered
**3%3%2%1%4%**1%1%1%4%

This is mandatory to me
**3715710044220**523833264- a must have
**58%51%60%62%48%**59%59%43%50%

ba

This is a ‘nice to have’
, but I can live without

**444131168**1482179it being offered
**6%14%8%15%15%**16%12%27%15%

ab

This is a 'great to
have' - makes a
difference and can sway

**19954915146**221823161my decision
**29%31%29%21%32%**24%28%30%30%

**5625314958366**735656425NET Important
**88%82%89%84%80%**83%87%73%80%

ba
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**13544**-5***-425This is a negative to me
**1%1%1%1%1%**-%1%*%**-%1%2%1%

a

This is not important to
me - don't mind if not

**382149**41810**14121offered
**1%3%4%2%3%**4%5%3%**2%2%1%4%

b

This is mandatory to me
**124163264153174**62171200**3413686264- a must have
**50%52%50%54%53%**56%45%54%**56%52%61%50%

bb

This is a ‘nice to have’
, but I can live without

**5049794244**116741**7401879it being offered
**20%16%15%15%13%**10%18%11%**11%15%13%15%

ac

This is a 'great to
have' - makes a
difference and can sway

**70921617997**33115115**187734161my decision
**28%29%30%28%30%**30%30%31%**30%30%24%30%

**195254425232271**95286315**52213120425NET Important
**78%81%80%82%83%**86%76%86%**86%82%85%80%

bb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 64  (continuation)                                                                                                                                                   Page 1169

Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********43--2525This is a negative to me
********1%1%-%-%1%2%1%1%

This is not important to
me - don't mind if not

********48*1771621offered
********2%3%1%2%2%3%4%4%

This is mandatory to me
********112144274116599175264- a must have
********47%49%59%59%55%45%48%50%

bbb

This is a ‘nice to have’
, but I can live without

********51467734525079it being offered
********21%16%16%11%11%24%14%15%

acd

This is a 'great to
have' - makes a
difference and can sway

********699211209357125161my decision
********29%31%24%29%31%26%34%30%

b

********1812363862258156300425NET Important
********76%80%84%88%86%71%81%80%

bbb
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

5-**3**-54535455This is a negative to me
1%-%**1%**-%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

165**19**2217191719131921offered
4%5%**4%**1%4%2%4%3%4%3%4%4%

c

This is mandatory to me
19470**215**83252193262238255236255264- a must have

46%66%**49%**50%50%53%50%49%49%50%50%50%

b

This is a ‘nice to have’
, but I can live without

727**73**227950767679687979it being offered
17%7%**16%**13%15%14%15%16%15%14%15%15%

a

This is a 'great to
have' - makes a
difference and can sway

13823**134**58151109160154159148153161my decision
32%22%**30%**35%30%30%31%32%31%32%30%30%

a

33293**349**141403301422392414383408425NET Important
78%88%**79%**85%79%83%81%80%80%82%80%80%

b
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

145**--5--****-5This is a negative to me
*%1%1%**-%-%1%-%-%****-%1%

This is not important to
me - don't mind if not

14720**221541****121offered
5%3%5%**1%3%4%5%*%*****%4%

This is mandatory to me
134130178**56471655059****62264- a must have

49%51%46%**55%61%46%56%51%****50%50%

cb

This is a ‘nice to have’
, but I can live without

483158**1510581124****2379it being offered
18%12%15%**14%12%16%12%20%****19%15%

This is a 'great to
have' - makes a
difference and can sway

7586125**30191132433****37161my decision
28%33%32%**29%24%32%27%28%****30%30%

b

209216303**86662797392****99425NET Important
77%84%79%**84%85%78%83%79%****81%80%

b
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**11****--**-******5This is a negative to me
**2%2%****-%-%**-%******1%

This is not important to
me - don't mind if not

********31*********21offered
**1%1%****11%1%***%******4%

adefjkadefijkadefijkadefijk

This is mandatory to me
**3333****1330**25******264- a must have
**60%57%****47%53%**67%******50%

ciciiiicicgilii

This is a ‘nice to have’
, but I can live without

**912****310**4******79it being offered
**17%21%****11%18%**10%******15%

hh

This is a 'great to
have' - makes a
difference and can sway

**1111****916**9******161my decision
**21%19%****31%28%**23%******30%

jbcdefghjk

**4444****2246**33******425NET Important
**80%76%****78%81%**90%******80%

ccc
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

3--25This is a negative to me
2%-%-%2%1%

This is not important to
me - don't mind if not

481921offered
3%7%1%7%4%

bb

This is mandatory to me
76458756264- a must have
54%39%58%44%50%

cac

This is a ‘nice to have’
, but I can live without

2414212179it being offered
17%12%14%16%15%

This is a 'great to
have' - makes a
difference and can sway

34484138161my decision
24%42%27%30%30%

bd

1109212894425NET Important
78%81%86%75%80%

a
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******23******66This is a negative to me
******1%2%*%****1%1%1%

This is not important to
me - don't mind if not

******781****13132offered
******5%4%4%****7%6%6%

abc

This is mandatory to me
******61849****5208217- a must have
******42%42%43%****42%41%41%

This is a ‘nice to have’
, but I can live without

******33505****2127132it being offered
******23%25%26%****18%25%25%

abe

This is a 'great to
have' - makes a
difference and can sway

******43546****4138143my decision
******30%27%27%****33%27%27%

ee

******10513714****9346360NET Important
******71%69%70%****75%68%68%

eeec
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

--15******1****-****6This is a negative to me
-%-%3%1%******1%****-%****1%

This is not important to
me - don't mind if not

4*424******-****6****32offered
14%1%13%5%******-%****7%****6%

fghjlfghjlf

This is mandatory to me
9106191******44****43****217- a must have

35%35%23%43%******50%****48%****41%

kaklmkakak

This is a ‘nice to have’
, but I can live without

689109******24****17****132it being offered
26%29%32%24%******28%****19%****25%

This is a 'great to
have' - makes a
difference and can sway

7108119******18****24****143my decision
26%34%28%27%******20%****26%****27%

cfghjkm

152014310******61****67****360NET Important
61%69%51%69%******71%****74%****68%

kkkkkk
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

*5*64****-****-**6This is a negative to me
1%1%*%1%2%****-%****-%**1%

This is not important to
me - don't mind if not

230102211****7****7**32offered
5%6%9%5%6%****4%****13%**6%

eh

This is mandatory to me
152013518282****75****26**217- a must have
31%42%32%43%42%****39%****47%**41%

bd

This is a ‘nice to have’
, but I can live without

111213110138****53****16**132it being offered
22%25%29%24%19%****28%****29%**25%

h

This is a 'great to
have' - makes a
difference and can sway

201233211162****56****6**143my decision
41%26%30%26%31%****29%****11%**27%

abb

3532466293144****132****33**360NET Important
72%67%62%69%73%****69%****58%**68%

bdd
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

**5**66This is a negative to me
*%*%2%**1%1%

This is not important to
me - don't mind if not

9318**3032offered
5%4%8%**6%6%

This is mandatory to me
833889**203217- a must have
43%42%37%**40%41%

This is a ‘nice to have’
, but I can live without

502359**126132it being offered
26%26%25%**25%25%

This is a 'great to
have' - makes a
difference and can sway

492668**143143my decision
26%28%28%**28%27%

13264157**346360NET Important
69%70%66%**68%68%
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

114****6************146This is a negative to me
1%*%3%****1%************1%1%1%

b

This is not important to
me - don't mind if not

31316****31************22932offered
2%4%15%****6%************2%7%6%

bcb

This is mandatory to me
5911642****199************41158217- a must have
45%40%39%****40%************41%39%41%

abiai

This is a ‘nice to have’
, but I can live without

317130****126************25101132it being offered
24%24%28%****25%************25%25%25%

This is a 'great to
have' - makes a
difference and can sway

369116****139************32107143my decision
28%31%15%****28%************31%27%27%

aaj

9520758****338************73265360NET Important
73%71%54%****67%************72%66%68%

aa
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************32*64446This is a negative to me
************1%1%*%1%1%1%1%1%

This is not important to
me - don't mind if not

************212163222122032offered
************6%5%4%6%6%4%6%6%

This is mandatory to me
************14115363217157129136217- a must have
************41%40%42%41%41%45%42%41%

This is a ‘nice to have’
, but I can live without

************879730132965777132it being offered
************25%25%20%25%25%20%24%25%

This is a 'great to
have' - makes a
difference and can sway

************96108501431028290143my decision
************28%28%34%27%27%29%27%27%

************237261114360259211226360NET Important
************68%69%76%68%68%74%69%68%

d
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**13-1**************66This is a negative to me
**1%3%-%1%**************1%1%

This is not important to
me - don't mind if not

**15511**************3232offered
**2%5%4%11%**************6%6%

d

This is mandatory to me
**29414839**************209217- a must have
**51%41%41%38%**************40%41%

This is a ‘nice to have’
, but I can live without

**16282528**************130132it being offered
**28%28%21%27%**************25%25%

This is a 'great to
have' - makes a
difference and can sway

**10253924**************143143my decision
**19%24%34%23%**************27%27%

d

**39668763**************352360NET Important
**69%65%75%61%**************68%68%

a
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**4**63**3**-*146This is a negative to me
**1%**1%1%**1%**-%*%1%2%1%

This is not important to
me - don't mind if not

**22**3221**11**1861732offered
**6%**6%9%**4%**1%7%5%7%6%

a

This is mandatory to me
**157**20086**125**19415496217- a must have
**41%**40%37%**43%**44%34%46%41%41%

This is a ‘nice to have’
, but I can live without

**96**12658**74**13273158132it being offered
**25%**25%25%**26%**31%22%26%25%25%

This is a 'great to
have' - makes a
difference and can sway

**102**13363**75**10452659143my decision
**27%**27%27%**26%**24%37%22%25%27%

ab

**259**333149**200**298780155360NET Important
**68%**67%65%**69%**68%71%68%66%68%
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**343-6**---6This is a negative to me
**4%1%2%-%1%**-%-%-%1%

This is not important to
me - don't mind if not

**1203131**31532offered
**2%6%2%1%7%**3%1%6%6%

a

This is mandatory to me
**311228035182**383233217- a must have
**48%40%48%50%39%**43%50%42%41%

This is a ‘nice to have’
, but I can live without

**12773215118**231119132it being offered
**19%25%19%21%26%**26%17%24%25%

This is a 'great to
have' - makes a
difference and can sway

**17864819124**252121143my decision
**26%28%29%28%27%**28%32%27%27%

**4720912954306**635354360NET Important
**75%67%77%78%66%**71%82%70%68%

b
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**24644**-61***426This is a negative to me
**1%1%1%1%1%**-%2%*%**1%2%2%1%

a

This is not important to
me - don't mind if not

**1220321220**72811**212*32offered
**5%6%6%4%6%**6%7%3%**3%5%*%6%

aa

This is mandatory to me
**96124217127136**51134168**3011277217- a must have
**38%39%41%45%42%**46%36%46%**50%43%55%41%

bb

This is a ‘nice to have’
, but I can live without

**73801325777**2410578**105522132it being offered
**29%25%25%20%24%**21%28%21%**17%21%15%25%

a

This is a 'great to
have' - makes a
difference and can sway

**67871438290**30104109**177640143my decision
**27%28%27%29%27%**27%28%30%**29%29%28%27%

**163211360209226**80238277**48189117360NET Important
**65%67%68%74%69%**73%63%76%**79%72%83%68%

bb
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********44--3536This is a negative to me
********2%1%-%-%1%2%1%1%

This is not important to
me - don't mind if not

********12201*11102532offered
********5%7%2%1%4%5%7%6%

d

This is mandatory to me
********92111244014882136217- a must have
********39%38%52%57%49%37%37%41%

ababab

This is a ‘nice to have’
, but I can live without

********6976912527491132it being offered
********29%26%19%17%17%33%25%25%

acdec

This is a 'great to
have' - makes a
difference and can sway

********628312188849113143my decision
********26%28%26%26%29%22%31%27%

b

********1541953658235131249360NET Important
********64%66%78%83%78%60%68%68%

bababb
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

5***3**164636466This is a negative to me
1%*%**1%**1%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

275**28**53216302530193032offered
6%5%**6%**3%6%4%6%5%6%4%6%6%

This is mandatory to me
15265**174**65208165214196210194207217- a must have

36%62%**39%**39%41%45%41%40%41%41%41%41%

b

This is a ‘nice to have’
, but I can live without

11617**116**3913175129125132119132132it being offered
27%16%**26%**24%26%21%25%26%26%25%26%25%

a

This is a 'great to
have' - makes a
difference and can sway

12519**122**55131102143137139132136143my decision
29%18%**27%**33%26%28%27%28%27%28%27%27%

ab

27684**296**120339267357333349325343360NET Important
65%79%**67%**72%67%74%68%68%68%70%67%68%

bb
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

246**--6--****-6This is a negative to me
1%1%1%**-%-%2%-%-%****-%1%

This is not important to
me - don't mind if not

191329**232545****532offered
7%5%7%**2%4%7%4%4%****4%6%

This is mandatory to me
11799135**58301414255****55217- a must have

43%39%35%**57%38%39%48%47%****45%41%

cc

This is a ‘nice to have’
, but I can live without

6864102**1929792122****24132it being offered
25%25%26%**18%38%22%24%19%****19%25%

b

This is a 'great to
have' - makes a
difference and can sway

6677114**23161062134****39143my decision
24%30%30%**23%21%30%24%29%****32%27%

b

183176248**81462476389****94360NET Important
67%69%65%**79%59%69%71%77%****77%68%

c
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**12****--**-******6This is a negative to me
**2%3%****-%-%**-%******1%

This is not important to
me - don't mind if not

**13****32**2******32offered
**2%5%****9%4%**6%******6%

kek

This is mandatory to me
**3120****1229**18******217- a must have
**56%35%****43%51%**49%******41%

abjaa

This is a ‘nice to have’
, but I can live without

**820****813**8******132it being offered
**15%35%****28%22%**22%******25%

kk

This is a 'great to
have' - makes a
difference and can sway

**1412****613**8******143my decision
**25%21%****20%22%**22%******27%

**4533****1842**26******360NET Important
**81%57%****63%74%**72%******68%

gj
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

3--26This is a negative to me
2%-%-%2%1%

This is not important to
me - don't mind if not

6136832offered
4%11%4%6%6%

bd

This is mandatory to me
62456841217- a must have
44%40%46%33%41%

a

This is a ‘nice to have’
, but I can live without

35273932132it being offered
25%23%26%26%25%

This is a 'great to
have' - makes a
difference and can sway

35293742143my decision
25%26%25%33%27%

977410683360NET Important
69%65%70%66%68%
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******16******99This is a negative to me
******1%3%*%****1%2%2%

This is not important to
me - don't mind if not

******16191****15658offered
******11%10%6%****7%11%11%

This is mandatory to me
******45516****3145152- a must have
******30%26%32%****29%29%29%

This is a ‘nice to have’
, but I can live without

******44707****4161168it being offered
******30%35%34%****32%32%32%

abcab

This is a 'great to
have' - makes a
difference and can sway

******41535****4138144my decision
******28%26%27%****31%27%27%

eee

******8610412****7284296NET Important
******58%52%59%****60%56%56%

eee
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

--*9******1****-****9This is a negative to me
-%-%*%2%******1%****-%****2%

This is not important to
me - don't mind if not

44347******4****10****58offered
14%14%9%11%******4%****11%****11%

This is mandatory to me
865133******27****30****152- a must have

31%22%17%30%******31%****33%****29%

kklk

This is a ‘nice to have’
, but I can live without

71012138******33****24****168it being offered
27%35%45%31%******38%****26%****32%

cgjm

This is a 'great to
have' - makes a
difference and can sway

788120******23****27****144my decision
28%29%29%27%******26%****30%****27%

151513253******49****57****296NET Important
59%51%46%57%******57%****63%****56%

k
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-9*95****2****-**9This is a negative to me
-%2%*%2%3%****1%****-%**2%

This is not important to
me - don't mind if not

65285016****24****7**58offered
12%11%7%12%8%****13%****13%**11%

This is mandatory to me
131392912357****50****24**152- a must have
27%29%27%29%29%****26%****42%**29%

eh

This is a ‘nice to have’
, but I can live without

131554612259****64****15**168it being offered
27%32%42%29%30%****33%****27%**32%

a

This is a 'great to
have' - makes a
difference and can sway

171272511960****51****10**144my decision
34%26%23%28%31%****27%****18%**27%

b

3026654241117****102****34**296NET Important
61%55%50%57%59%****53%****61%**56%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

2-7**99This is a negative to me
1%-%3%**2%2%

This is not important to
me - don't mind if not

24824**5558offered
12%9%10%**11%11%

This is mandatory to me
602862**148152- a must have
31%30%26%**29%29%

This is a ‘nice to have’
, but I can live without

404284**153168it being offered
21%47%35%**30%32%

cc

This is a 'great to
have' - makes a
difference and can sway

651361**143144my decision
34%14%25%**28%27%

abb

12640123**291296NET Important
66%44%52%**57%56%

ab
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

144****9************189This is a negative to me
1%1%3%****2%************1%2%2%

This is not important to
me - don't mind if not

102423****55************74858offered
8%8%21%****11%************7%12%11%

bc

This is mandatory to me
448326****142************34108152- a must have
33%28%24%****28%************33%27%29%

This is a ‘nice to have’
, but I can live without

379238****162************31130168it being offered
29%32%36%****32%************31%33%32%

This is a 'great to
have' - makes a
difference and can sway

388817****134************29106144my decision
29%30%16%****27%************28%26%27%

aa

8217143****276************62214296NET Important
63%59%40%****55%************61%54%56%

aa
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************41295459This is a negative to me
************1%*%1%2%1%1%2%2%

f

This is not important to
me - don't mind if not

************2637145828212358offered
************7%10%10%11%7%7%7%11%

a

This is mandatory to me
************10910749152121101107152- a must have
************31%28%33%29%32%35%33%29%

df

This is a ‘nice to have’
, but I can live without

************1151314216812579107168it being offered
************33%35%28%32%33%28%33%32%

b

This is a 'great to
have' - makes a
difference and can sway

************96103421441028084144my decision
************27%27%28%27%27%28%26%27%

************20421191296224181191296NET Important
************59%55%61%56%59%64%59%56%

df
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

***4-1**************99This is a negative to me
***%4%-%1%**************2%2%

b

This is not important to
me - don't mind if not

**57105**************5858offered
**9%7%9%5%**************11%11%

This is mandatory to me
**17373334**************149152- a must have
**30%36%29%33%**************29%29%

This is a ‘nice to have’
, but I can live without

**18353736**************163168it being offered
**32%34%31%35%**************31%32%

This is a 'great to
have' - makes a
difference and can sway

**17193626**************141144my decision
**30%19%31%25%**************27%27%

c

**34567061**************290296NET Important
**60%55%60%59%**************56%56%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**5**96**3**-4149This is a negative to me
**1%**2%3%**1%**-%3%1%2%2%

This is not important to
me - don't mind if not

**28**5429**29**57123358offered
**7%**11%13%**10%**12%6%10%14%11%

c

This is mandatory to me
**121**13563**84**18343861152- a must have
**32%**27%27%**29%**41%28%32%26%29%

aa

This is a ‘nice to have’
, but I can live without

**125**16177**88**11324080168it being offered
**33%**33%34%**30%**25%27%34%34%32%

This is a 'great to
have' - makes a
difference and can sway

**102**13855**86**9452658144my decision
**27%**28%24%**30%**21%37%22%25%27%

abd

**224**273118**169**277864119296NET Important
**59%**55%51%**59%**63%64%54%51%56%

a
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**252-9**---9This is a negative to me
**3%2%1%-%2%**-%-%-%2%

This is not important to
me - don't mind if not

**2226750**63958offered
**4%7%4%10%11%**7%5%12%11%

This is mandatory to me
**301026330122**342420152- a must have
**47%33%38%43%27%**39%37%26%29%

ba

This is a ‘nice to have’
, but I can live without

**141005115153**231622168it being offered
**22%32%31%21%33%**26%25%29%32%

b

This is a 'great to
have' - makes a
difference and can sway

**16804418126**252126144my decision
**24%26%27%25%27%**28%33%34%27%

**4518210748248**594546296NET Important
**71%59%64%68%54%**67%70%60%56%

a
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**33945**-72**-429This is a negative to me
**1%1%2%1%2%**-%2%1%**-%1%2%2%

This is not important to
me - don't mind if not

**2018582123**94728**321558offered
**8%6%11%8%7%**8%12%8%**4%8%4%11%

aa

This is mandatory to me
**7010315299107**35104115**278961152- a must have
**28%33%29%35%33%**32%28%31%**45%34%43%29%

This is a ‘nice to have’
, but I can live without

**879916879107**31118115**147533168it being offered
**35%31%32%28%33%**28%31%31%**23%29%23%32%

This is a 'great to
have' - makes a
difference and can sway

**69911448084**35101106**177240144my decision
**28%29%27%28%26%**31%27%29%**27%28%29%27%

**140195296179191**70205221**44160101296NET Important
**56%62%56%63%59%**63%55%60%**73%62%71%56%

cb
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********53--4549This is a negative to me
********2%1%-%-%1%2%1%2%

This is not important to
me - don't mind if not

********20182317343758offered
********9%6%5%5%6%15%10%11%

acdec

This is mandatory to me
********6797202810457107152- a must have
********28%33%45%41%34%26%29%29%

abbb

This is a ‘nice to have’
, but I can live without

********839413159182116168it being offered
********35%32%29%22%30%37%31%32%

d

This is a 'great to
have' - makes a
difference and can sway

********648210238542105144my decision
********27%28%21%33%28%19%28%27%

bbb

********130179305118999212296NET Important
********54%61%66%73%63%45%58%56%

babbb
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

9-**7**-96979899This is a negative to me
2%-%**2%**-%2%2%2%1%2%2%2%2%

This is not important to
me - don't mind if not

4710**47**115823545155495558offered
11%10%**11%**6%11%6%10%11%11%10%11%11%

a

This is mandatory to me
11042**126**49146119152142147135145152- a must have

26%39%**28%**29%29%33%29%29%28%29%28%29%

b

This is a ‘nice to have’
, but I can live without

13830**145**52166116166159167146166168it being offered
33%28%**33%**31%33%32%32%33%32%31%32%32%

This is a 'great to
have' - makes a
difference and can sway

12024**119**5413097142129139129136144my decision
28%23%**27%**33%26%27%27%27%27%28%27%27%

23066**245**103276216294271286265281296NET Important
54%62%**55%**62%54%60%56%56%55%57%55%56%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

549**-252-****-9This is a negative to me
2%1%2%**-%2%1%3%-%****-%2%

This is not important to
me - don't mind if not

322540**12939108****1058offered
12%10%10%**11%11%11%12%7%****8%11%

This is mandatory to me
7379103**37261032136****37152- a must have
27%31%27%**36%33%29%24%31%****30%29%

This is a ‘nice to have’
, but I can live without

9473130**22341062734****33168it being offered
35%29%34%**22%43%30%30%29%****27%32%

ab

This is a 'great to
have' - makes a
difference and can sway

6876103**3181052839****43144my decision
25%30%27%**31%10%29%32%34%****35%27%

cc

141155205**69342084975****80296NET Important
52%60%53%**67%43%58%56%64%****65%56%

bcc
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**11****--**-******9This is a negative to me
**2%2%****-%-%**-%******2%

This is not important to
me - don't mind if not

**26****54**1******58offered
**4%10%****19%8%**2%******11%

dadkadkabdefjkl

This is mandatory to me
**2615****219**12******152- a must have
**48%26%****8%33%**33%******29%

acgijlgacgilglglglgl

This is a ‘nice to have’
, but I can live without

**1322****1125**12******168it being offered
**23%39%****39%43%**32%******32%

bcbcbcbchkbc

This is a 'great to
have' - makes a
difference and can sway

**1313****99**12******144my decision
**23%23%****33%16%**33%******27%

cefhjkfffefh

**3928****1228**24******296NET Important
**71%49%****41%49%**66%******56%

cefgijgcfgijg
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

3-249This is a negative to me
2%-%1%3%2%

c

This is not important to
me - don't mind if not

111991958offered
8%17%6%15%11%

bdbd

This is mandatory to me
44245034152- a must have
31%21%33%27%29%

c

This is a ‘nice to have’
, but I can live without

43395828168it being offered
31%34%39%22%32%

aa

This is a 'great to
have' - makes a
difference and can sway

40323141144my decision
29%28%21%33%27%

b

84568175296NET Important
60%49%54%59%56%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******112******1919This is a negative to me
******1%6%*%****1%4%4%

be

This is not important to
me - don't mind if not

******39415****2124128offered
******27%21%23%****19%24%24%

abc

This is mandatory to me
******14324****27579- a must have
******9%16%20%****19%15%15%

This is a ‘nice to have’
, but I can live without

******61616****4173179it being offered
******42%31%32%****32%34%34%

This is a 'great to
have' - makes a
difference and can sway

******31525****3119124my decision
******21%26%25%****29%23%23%

eee

******45849****6194203NET Important
******31%42%45%****48%38%38%

beebe
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

13115******1****4****19This is a negative to me
3%11%3%3%******1%****4%****4%

fjm

This is not important to
me - don't mind if not

768106******15****20****128offered
28%23%30%24%******17%****22%****24%

This is mandatory to me
32470******27****17****79- a must have

14%8%13%16%******31%****19%****15%

aaaaaagjklma

This is a ‘nice to have’
, but I can live without

7910153******28****30****179it being offered
28%33%34%34%******32%****33%****34%

m

This is a 'great to
have' - makes a
difference and can sway

776104******16****20****124my decision
28%25%20%23%******18%****22%****23%

11109174******43****37****203NET Important
41%34%33%39%******49%****41%****38%

a
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

317*199****7****1**19This is a negative to me
5%3%*%5%5%****4%****2%**4%

b

This is not important to
me - don't mind if not

6122319848****38****12**128offered
12%25%28%23%25%****20%****22%**24%

bbeh

This is mandatory to me
772136629****33****9**79- a must have

15%15%12%16%15%****17%****16%**15%

This is a ‘nice to have’
, but I can live without

221573814158****68****22**179it being offered
46%33%35%33%30%****36%****39%**34%

a

This is a 'great to
have' - makes a
difference and can sway

11113269852****46****12**124my decision
23%24%24%23%26%****24%****21%**23%

181853916581****78****20**203NET Important
37%38%36%39%41%****41%****37%**38%

dd
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

3214**1719This is a negative to me
1%2%6%**3%4%

c

This is not important to
me - don't mind if not

402364**122128offered
21%25%27%**24%24%

This is mandatory to me
281734**7279- a must have
15%19%14%**14%15%

This is a ‘nice to have’
, but I can live without

682682**175179it being offered
36%29%34%**34%34%

This is a 'great to
have' - makes a
difference and can sway

542246**121124my decision
28%25%19%**24%23%

a

824079**193203NET Important
43%44%33%**38%38%

a
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

379****17************11619This is a negative to me
3%2%9%****3%************1%4%4%

bcbb

This is not important to
me - don't mind if not

237134****125************20105128offered
18%24%32%****25%************20%26%24%

cjj

This is mandatory to me
165112****75************126379- a must have
12%17%12%****15%************12%16%15%

This is a ‘nice to have’
, but I can live without

599426****167************46120179it being offered
45%32%24%****33%************45%30%34%

abai

This is a 'great to
have' - makes a
difference and can sway

306926****117************2395124my decision
23%24%24%****23%************22%24%23%

4512038****192************34158203NET Important
35%41%35%****38%************34%40%38%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************773191171019This is a negative to me
************2%2%2%4%3%3%3%4%

This is not important to
me - don't mind if not

************818828128886877128offered
************23%23%18%24%23%24%24%24%

This is mandatory to me
************5469367960545179- a must have
************15%18%24%15%16%19%15%15%

acd

This is a ‘nice to have’
, but I can live without

************1231294617913387113179it being offered
************35%34%31%34%35%31%35%34%

This is a 'great to
have' - makes a
difference and can sway

************848738124906976124my decision
************24%23%25%23%24%24%23%23%

************13815674203151123126203NET Important
************39%41%49%38%39%43%39%38%

acd
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**2224**************1919This is a negative to me
**4%2%2%4%**************4%4%

This is not important to
me - don't mind if not

**13192332**************128128offered
**23%19%20%31%**************25%24%

c

This is mandatory to me
**12112413**************7879- a must have
**21%11%21%13%**************15%15%

c

This is a ‘nice to have’
, but I can live without

**19484026**************173179it being offered
**35%47%34%26%**************33%34%

ab

This is a 'great to
have' - makes a
difference and can sway

**10212827**************121124my decision
**18%21%24%27%**************23%23%

**22335240**************200203NET Important
**39%32%45%39%**************38%38%

c
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**11**1914**5**-331319This is a negative to me
**3%**4%6%**2%**-%2%3%6%4%

a

This is not important to
me - don't mind if not

**87**12270**55**8222969128offered
**23%**25%31%**19%**18%18%25%29%24%

ac

This is mandatory to me
**60**7333**43**1018232779- a must have
**16%**15%14%**15%**24%15%20%12%15%

aa

This is a ‘nice to have’
, but I can live without

**133**16565**111**14543569179it being offered
**35%**33%28%**38%**33%44%30%29%34%

cab

This is a 'great to
have' - makes a
difference and can sway

**90**11747**74**10252757124my decision
**24%**24%20%**26%**24%20%23%24%23%

**151**19080**117**21435084203NET Important
**39%**38%35%**41%**48%35%43%36%38%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**398-19**1-319This is a negative to me
**5%3%5%-%4%**1%-%3%4%

This is not important to
me - don't mind if not

**9732514114**191218128offered
**13%24%15%20%25%**22%18%24%24%

a

This is mandatory to me
**1046301366**1381379- a must have
**15%15%18%19%14%**15%12%16%15%

This is a ‘nice to have’
, but I can live without

**231105925154**342422179it being offered
**37%35%36%36%33%**38%37%29%34%

This is a 'great to
have' - makes a
difference and can sway

**19714517107**222122124my decision
**29%23%27%25%23%**24%33%28%23%

**281177531172**352934203NET Important
**44%38%45%44%37%**39%45%44%38%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**41019710**11411**16619This is a negative to me
**2%3%4%3%3%**1%4%3%**2%2%4%4%

This is not important to
me - don't mind if not

**47781286877**189872**86520128offered
**19%25%24%24%24%**17%26%20%**13%25%14%24%

acac

This is mandatory to me
**3849795151**185557**9493379- a must have
**15%15%15%18%15%**16%15%16%**14%19%23%15%

This is a ‘nice to have’
, but I can live without

**9610317986113**38122132**277845179it being offered
**39%33%34%31%35%**35%32%36%**44%30%32%34%

b

This is a 'great to
have' - makes a
difference and can sway

**64761246976**358794**166238124my decision
**26%24%23%25%23%**31%23%26%**27%24%27%23%

**102124203121126**53143152**2511171203NET Important
**41%39%38%43%39%**48%38%41%**41%43%50%38%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********69-110101119This is a negative to me
********3%3%-%2%3%5%3%4%

This is not important to
me - don't mind if not

********4472912515589128offered
********19%24%19%17%17%25%24%24%

cc

This is mandatory to me
********414913954335479- a must have
********17%17%29%14%18%15%15%15%

abd

This is a ‘nice to have’
, but I can live without

********8797132811082124179it being offered
********36%33%29%40%37%37%34%34%

This is a 'great to
have' - makes a
difference and can sway

********60681019764091124my decision
********25%23%23%28%25%18%25%23%

bb

********101117242913073145203NET Important
********42%40%52%41%43%33%39%38%

bb
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

19-**13**31817191719181919This is a negative to me
5%-%**3%**2%4%5%4%4%4%4%4%4%

a

This is not important to
me - don't mind if not

9632**107**3312568124118126110126128offered
23%30%**24%**20%25%19%24%24%24%24%25%24%

a

This is mandatory to me
6711**65**257763797476687679- a must have
16%11%**15%**15%15%17%15%15%15%15%15%15%

This is a ‘nice to have’
, but I can live without

13742**146**66172137179173174163172179it being offered
32%40%**33%**40%34%38%34%36%34%35%34%34%

This is a 'great to
have' - makes a
difference and can sway

10420**112**3911577121105121109118124my decision
25%19%**25%**24%23%21%23%22%23%23%23%23%

17231**176**65192139200179197177194203NET Important
40%30%**40%**39%38%38%38%37%38%38%38%38%

a
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

61317**241153****219This is a negative to me
2%5%5%**2%5%3%6%2%****2%4%

This is not important to
me - don't mind if not

676198**2119961422****23128offered
25%24%26%**20%24%27%16%19%****19%24%

a

This is mandatory to me
374259**1514501518****1779- a must have
13%16%15%**14%18%14%17%15%****13%15%

This is a ‘nice to have’
, but I can live without

10079124**35311153039****42179it being offered
37%31%32%**34%39%32%34%33%****35%34%

This is a 'great to
have' - makes a
difference and can sway

626286**3011862435****39124my decision
23%24%22%**29%14%24%28%30%****32%23%

c

99104145**45251363952****55203NET Important
36%41%38%**44%32%38%45%45%****45%38%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**31****-4**-******19This is a negative to me
**5%2%****-%7%**-%******4%

acdegijkl

This is not important to
me - don't mind if not

**1218****713**9******128offered
**22%31%****27%23%**23%******24%

aaaeae

This is mandatory to me
**126****111**7******79- a must have
**21%10%****3%20%**20%******15%

gigigigigigigi

This is a ‘nice to have’
, but I can live without

**1523****1516**11******179it being offered
**27%41%****55%29%**29%******34%

bchbbchbcdfhkb

This is a 'great to
have' - makes a
difference and can sway

**149****412**10******124my decision
**25%16%****15%22%**28%******23%

**2515****524**17******203NET Important
**46%26%****19%41%**47%******38%

gjggggjgggj
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

476219This is a negative to me
3%6%4%2%4%

This is not important to
me - don't mind if not

36253037128offered
26%22%20%29%24%

This is mandatory to me
208321979- a must have
14%7%21%15%15%

cc

This is a ‘nice to have’
, but I can live without

51474733179it being offered
36%42%31%27%34%

a

This is a 'great to
have' - makes a
difference and can sway

30263534124my decision
21%23%23%27%23%

49346654203NET Important
35%30%44%43%38%

cc
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******14-****-66This is a negative to me
******1%2%-%****-%1%1%

This is not important to
me - don't mind if not

******9171****14546offered
******6%8%7%****12%9%9%

abccc

This is mandatory to me
******47687****4178184- a must have
******32%34%34%****35%35%35%

This is a ‘nice to have’
, but I can live without

******40476****3126131it being offered
******27%23%28%****23%25%25%

acab

This is a 'great to
have' - makes a
difference and can sway

******49646****3156162my decision
******34%32%31%****30%31%31%

eee

******9713213****8333346NET Important
******66%66%65%****65%65%65%

eee
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

1-*5******1****-****6This is a negative to me
3%-%2%1%******1%****-%****1%

This is not important to
me - don't mind if not

14140******5****8****46offered
3%14%3%9%******6%****9%****9%

hkmhh

This is mandatory to me
1069159******34****40****184- a must have
40%21%32%36%******39%****44%****35%

llagjklll

This is a ‘nice to have’
, but I can live without

489110******30****17****131it being offered
16%29%33%24%******34%****18%****25%

mcm

This is a 'great to
have' - makes a
difference and can sway

10108134******16****26****162my decision
38%35%30%30%******19%****29%****31%

fhfhhhfh

201617293******51****66****346NET Important
78%57%62%65%******58%****72%****65%

fjkl

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 68  (continuation)                                                                                                                                                   Page 1221

Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-6*54****1****-**6This is a negative to me
-%1%*%1%2%*****%****-%**1%

This is not important to
me - don't mind if not

34364014****13****8**46offered
6%9%5%10%7%****7%****14%**9%

eh

This is mandatory to me
141713315157****69****27**184- a must have
28%35%31%36%29%****36%****48%**35%

h

This is a ‘nice to have’
, but I can live without

131183110048****48****12**131it being offered
27%25%29%24%24%****25%****22%**25%

This is a 'great to
have' - makes a
difference and can sway

191433712574****61****9**162my decision
39%30%35%30%38%****32%****16%**31%

bdbd

3331471276131****130****36**346NET Important
67%65%66%65%66%****68%****64%**65%

dd
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

*-5**66This is a negative to me
*%-%2%**1%1%

This is not important to
me - don't mind if not

10829**4046offered
5%9%12%**8%9%

c

This is mandatory to me
713376**178184- a must have
37%37%32%**35%35%

This is a ‘nice to have’
, but I can live without

522157**123131it being offered
27%23%24%**24%25%

This is a 'great to
have' - makes a
difference and can sway

592971**162162my decision
31%32%30%**32%31%

13062147**339346NET Important
68%69%62%**67%65%
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

214****6************246This is a negative to me
1%*%3%****1%************2%1%1%

b

This is not important to
me - don't mind if not

72019****44************53946offered
5%7%18%****9%************5%10%9%

bc

This is mandatory to me
5010430****172************38134184- a must have
39%36%28%****34%************37%34%35%

This is a ‘nice to have’
, but I can live without

357125****123************2796131it being offered
27%24%23%****25%************26%24%25%

This is a 'great to
have' - makes a
difference and can sway

369630****156************30126162my decision
28%33%28%****31%************29%31%31%

8720060****328************68260346NET Important
67%69%56%****65%************67%65%65%

a
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************32*65546This is a negative to me
************1%*%*%1%1%2%1%1%

This is not important to
me - don't mind if not

************283094630212746offered
************8%8%6%9%8%7%8%9%

This is mandatory to me
************13114056184143115127184- a must have
************38%37%37%35%38%40%39%35%

This is a ‘nice to have’
, but I can live without

************809435131896072131it being offered
************23%25%24%25%23%21%22%25%

This is a 'great to
have' - makes a
difference and can sway

************107115491621148597162my decision
************31%30%33%31%30%30%30%31%

************238254105346258200224346NET Important
************68%67%70%65%68%70%68%65%
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

***2-2**************66This is a negative to me
**1%2%-%2%**************1%1%

This is not important to
me - don't mind if not

**35517**************4646offered
**5%5%4%17%**************9%9%

bcd

This is mandatory to me
**23364935**************178184- a must have
**41%35%42%34%**************34%35%

This is a ‘nice to have’
, but I can live without

**15322517**************129131it being offered
**26%32%22%17%**************25%25%

a

This is a 'great to
have' - makes a
difference and can sway

**15263832**************160162my decision
**27%26%33%31%**************31%31%

**38628767**************339346NET Important
**68%61%74%65%**************65%65%

c
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**5**62**4**-1246This is a negative to me
**1%**1%1%**1%**-%1%1%2%1%

This is not important to
me - don't mind if not

**30**4326**20**2383446offered
**8%**9%11%**7%**4%2%7%14%9%

bcd

This is mandatory to me
**143**17369**112**20364678184- a must have
**38%**35%30%**39%**47%29%39%33%35%

cc

This is a ‘nice to have’
, but I can live without

**89**12361**69**12362457131it being offered
**23%**25%26%**24%**28%29%20%24%25%

This is a 'great to
have' - makes a
difference and can sway

**114**15172**85**9463862162my decision
**30%**30%31%**30%**21%38%32%26%31%

ad

**257**325141**197**298284140346NET Important
**67%**65%61%**68%**68%68%72%60%65%

a
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**242-6**1-16This is a negative to me
**3%1%1%-%1%**1%-%1%1%

This is not important to
me - don't mind if not

**3276542**85846offered
**5%9%4%7%9%**10%7%11%9%

a

This is mandatory to me
**331196830155**392328184- a must have
**52%39%41%43%34%**44%35%36%35%

b

This is a ‘nice to have’
, but I can live without

**10654017114**141416131it being offered
**16%21%24%24%25%**16%22%20%25%

This is a 'great to
have' - makes a
difference and can sway

**15945018144**262425162my decision
**24%30%30%26%31%**30%36%33%31%

**4821311848298**654653346NET Important
**76%69%71%69%65%**74%71%68%65%
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**23654**-5***-526This is a negative to me
**1%1%1%2%1%**-%1%*%**-%2%2%1%

a

This is not important to
me - don't mind if not

**1826462127**73925**320446offered
**7%8%9%7%8%**7%10%7%**5%8%3%9%

a

This is mandatory to me
**78121184113127**50120133**2610458184- a must have
**31%38%35%40%39%**45%32%36%**44%40%41%35%

b

This is a ‘nice to have’
, but I can live without

**72691316072**179982**135731131it being offered
**29%22%25%21%22%**16%26%22%**21%22%22%25%

ac

This is a 'great to
have' - makes a
difference and can sway

**78961628597**36113125**187447162my decision
**31%30%31%30%30%**33%30%34%**30%29%33%31%

**157216346197224**86233258**44179105346NET Important
**63%69%65%70%68%**78%62%71%**74%69%74%65%

bb
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********54--3636This is a negative to me
********2%1%-%-%1%3%1%1%

a

This is not important to
me - don't mind if not

********21263417293346offered
********9%9%7%6%6%13%9%9%

c

This is mandatory to me
********73113223311965126184- a must have
********30%38%48%48%39%29%34%35%

bababb

This is a ‘nice to have’
, but I can live without

********7064109667090131it being offered
********29%22%21%13%22%32%24%25%

aacdd

This is a 'great to
have' - makes a
difference and can sway

********728811239651117162my decision
********30%30%24%33%32%23%32%31%

bb

********1452013356215115243346NET Important
********60%68%72%80%71%52%66%65%

bbabbb
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

6-**3**164636566This is a negative to me
1%-%**1%***%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

3511**35**124627443944374446offered
8%11%**8%**7%9%8%8%8%9%8%9%9%

This is mandatory to me
13253**162**59179136183174181168179184- a must have

31%50%**37%**35%35%38%35%36%35%36%35%35%

b

This is a ‘nice to have’
, but I can live without

11318**113**3112881129123130114129131it being offered
27%17%**26%**19%25%22%25%25%25%24%25%25%

This is a 'great to
have' - makes a
difference and can sway

13923**130**63149113161149156143153162my decision
33%22%**29%**38%29%31%31%30%30%31%30%31%

ab

27176**292**121328250343322337312332346NET Important
64%72%**66%**73%65%69%66%66%65%67%65%65%

b
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

246**--511****-6This is a negative to me
1%2%2%**-%-%1%1%1%****-%1%

This is not important to
me - don't mind if not

262035**111330312****1046offered
10%8%9%**10%17%8%4%10%****8%9%

ab

This is mandatory to me
9094120**42341192941****47184- a must have
33%37%31%**41%44%33%33%36%****38%35%

c

This is a ‘nice to have’
, but I can live without

785398**2116902422****25131it being offered
29%21%25%**20%21%25%27%19%****20%25%

a

This is a 'great to
have' - makes a
difference and can sway

7686126**29151143040****42162my decision
28%33%33%**28%19%32%35%35%****34%31%

bcc

166180246**71492336082****88346NET Important
61%70%64%**69%63%65%67%70%****72%65%

b
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**11****--**-******6This is a negative to me
**2%2%****-%-%**-%******1%

This is not important to
me - don't mind if not

**33****32**8******46offered
**5%6%****9%4%**23%******9%

abefbeeabefjklabef

This is mandatory to me
**2717****623**13******184- a must have
**49%29%****21%40%**36%******35%

gijligilgijliigili

This is a ‘nice to have’
, but I can live without

**1320****1115**4******131it being offered
**24%35%****38%26%**10%******25%

bcdbcdcdcdbcddbcd

This is a 'great to
have' - makes a
difference and can sway

**1116****917**11******162my decision
**20%27%****32%30%**31%******31%

k

**3833****1540**25******346NET Important
**68%57%****53%71%**67%******65%

ghijlaghijl
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

31*26This is a negative to me
2%1%*%2%1%

This is not important to
me - don't mind if not

817111146offered
6%15%7%8%9%

bd

This is mandatory to me
49216451184- a must have
35%18%42%41%35%

ccc

This is a ‘nice to have’
, but I can live without

44373021131it being offered
31%32%20%16%25%

abab

This is a 'great to
have' - makes a
difference and can sway

37394541162my decision
26%34%30%33%31%

866010992346NET Important
61%53%72%73%65%

cdcd
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******481*****1818This is a negative to me
******3%4%3%****3%3%3%

This is not important to
me - don't mind if not

******18404****28286offered
******12%20%20%****14%16%16%

ab

This is mandatory to me
******38464****3132136- a must have
******26%23%20%****22%26%26%

This is a ‘nice to have’
, but I can live without

******44596****4145152it being offered
******30%30%32%****32%29%29%

This is a 'great to
have' - makes a
difference and can sway

******43465****3133138my decision
******29%23%25%****29%26%26%

******81929****6264273NET Important
******55%46%45%****51%52%52%

cc
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

--117******6****-****18This is a negative to me
-%-%3%4%******7%****-%****3%

clm

This is not important to
me - don't mind if not

57272******17****20****86offered
19%25%8%16%******19%****22%****16%

hkhk

This is mandatory to me
488115******24****24****136- a must have

17%27%30%26%******28%****26%****26%

mm

This is a ‘nice to have’
, but I can live without

9108124******28****16****152it being offered
34%37%30%28%******32%****18%****29%

cacac

This is a 'great to
have' - makes a
difference and can sway

838119******12****31****138my decision
30%12%29%26%******14%****34%****26%

flflflflfl

121116234******36****55****273NET Important
47%38%59%52%******42%****60%****52%

fllflfl
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-182175****10****2**18This is a negative to me
-%4%2%4%2%****5%****4%**3%

This is not important to
me - don't mind if not

383147331****34****5**86offered
6%17%13%17%16%****18%****9%**16%

b

This is mandatory to me
151212211453****49****19**136- a must have
30%25%21%27%27%****26%****34%**26%

ddd

This is a ‘nice to have’
, but I can live without

121404410743****55****21**152it being offered
25%29%41%25%22%****28%****38%**29%

aehh

This is a 'great to
have' - makes a
difference and can sway

191192611265****44****8**138my decision
39%25%24%27%33%****23%****14%**26%

abe

3424048226118****93****27**273NET Important
69%50%44%53%60%****49%****48%**52%

ade
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

7110**1818This is a negative to me
3%2%4%**4%3%

This is not important to
me - don't mind if not

421528**8086offered
22%16%12%**16%16%

a

This is mandatory to me
461871**129136- a must have
24%20%30%**25%26%

This is a ‘nice to have’
, but I can live without

503070**144152it being offered
26%33%29%**28%29%

This is a 'great to
have' - makes a
difference and can sway

482760**136138my decision
25%30%25%**27%26%

9445130**265273NET Important
49%50%55%**52%52%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

657****15************31218This is a negative to me
5%2%6%****3%************3%3%3%

baiai

This is not important to
me - don't mind if not

343517****75************225386offered
26%12%16%****15%************22%13%16%

babiabia

This is mandatory to me
238231****131************18113136- a must have
18%28%29%****26%************18%28%26%

ccbb

This is a ‘nice to have’
, but I can live without

388132****145************31113152it being offered
29%28%30%****29%************31%28%29%

This is a 'great to
have' - makes a
difference and can sway

298821****136************27109138my decision
22%30%19%****27%************27%27%26%

acjcjcj

5217052****267************45221273NET Important
40%58%48%****53%************44%55%52%

ccjjbcj
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************7119181091018This is a negative to me
************2%3%6%3%3%3%3%3%

c

This is not important to
me - don't mind if not

************5458158659464986offered
************15%15%10%16%16%16%15%16%

e

This is mandatory to me
************9297381361048387136- a must have
************26%26%25%26%27%29%27%26%

This is a ‘nice to have’
, but I can live without

************98119451521067293152it being offered
************28%31%30%29%28%25%28%29%

This is a 'great to
have' - makes a
difference and can sway

************9795431381027588138my decision
************28%25%28%26%27%26%27%26%

************18919381273206158175273NET Important
************54%51%54%52%54%56%54%52%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**43*2**************1818This is a negative to me
**8%3%*%2%**************3%3%

b

This is not important to
me - don't mind if not

**17121614**************8486offered
**31%12%13%14%**************16%16%

abc

This is mandatory to me
**13313327**************135136- a must have
**23%30%28%26%**************26%26%

This is a ‘nice to have’
, but I can live without

**12302736**************145152it being offered
**21%30%23%35%**************28%29%

d

This is a 'great to
have' - makes a
difference and can sway

**10254023**************138138my decision
**17%25%34%23%**************26%26%

d

**23567351**************273273NET Important
**40%55%63%49%**************53%52%

dd
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**10**178**11**532918This is a negative to me
**3%**3%3%**4%**12%2%1%4%3%

abc

This is not important to
me - don't mind if not

**59**7835**50**1319183286offered
**15%**16%15%**17%**30%15%15%14%16%

abc

This is mandatory to me
**104**12661**70**7233273136- a must have
**27%**25%27%**24%**15%19%27%31%26%

cd

This is a ‘nice to have’
, but I can live without

**106**14766**85**10373565152it being offered
**28%**30%29%**30%**23%31%30%28%29%

b

This is a 'great to
have' - makes a
difference and can sway

**102**12860**73**8403255138my decision
**27%**26%26%**25%**20%33%27%23%26%

**206**254121**143**156363128273NET Important
**54%**51%53%**49%**35%52%54%55%52%

ddd
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**5102117**21318This is a negative to me
**9%3%1%2%4%**3%2%4%3%

ab

This is not important to
me - don't mind if not

**1447291275**16151186offered
**22%15%17%17%16%**18%23%14%16%

This is mandatory to me
**14834325111**282116136- a must have
**22%27%26%35%24%**32%32%21%26%

a

This is a ‘nice to have’
, but I can live without

**18864613138**211025152it being offered
**28%28%27%19%30%**24%15%33%29%

b

This is a 'great to
have' - makes a
difference and can sway

**13844719119**211822138my decision
**20%27%28%27%26%**24%28%28%26%

**271679043230**493938273NET Important
**42%54%54%62%50%**56%60%49%52%

a
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**6918910***1211***8318This is a negative to me
**2%3%3%3%3%***%3%3%***%3%2%3%

This is not important to
me - don't mind if not

**3548864649**245756**11422286offered
**14%15%16%16%15%**22%15%15%**19%16%15%16%

This is mandatory to me
**66851368387**2310088**127343136- a must have
**26%27%26%29%27%**21%27%24%**20%28%30%26%

This is a ‘nice to have’
, but I can live without

**71871527093**30110108**206930152it being offered
**29%27%29%25%28%**27%29%29%**33%27%21%29%

This is a 'great to
have' - makes a
difference and can sway

**72871387488**3497104**166744138my decision
**29%28%26%26%27%**31%26%28%**27%26%31%26%

**138172273158175**57197192**2914087273NET Important
**55%54%52%56%54%**51%52%52%**48%54%61%52%

c
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********69*210111118This is a negative to me
********3%3%*%3%3%5%3%3%

This is not important to
me - don't mind if not

********324791840406286offered
********13%16%21%25%13%18%17%16%

c

This is mandatory to me
********60741114746388136- a must have
********25%25%23%20%25%29%24%26%

This is a ‘nice to have’
, but I can live without

********698414209058109152it being offered
********29%29%30%29%30%26%30%29%

This is a 'great to
have' - makes a
difference and can sway

********727912168848100138my decision
********30%27%26%23%29%22%27%26%

b

********1331542330162111187273NET Important
********55%52%49%43%54%50%51%52%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

153**14**51811181618151818This is a negative to me
4%3%**3%**3%4%3%4%3%4%3%4%3%

This is not important to
me - don't mind if not

5829**72**358461857784788486offered
14%27%**16%**21%17%17%16%16%16%17%17%16%

b

This is mandatory to me
10630**112**2912884134124128116128136- a must have

25%29%**25%**18%25%23%26%26%25%25%25%26%

c

This is a ‘nice to have’
, but I can live without

12229**131**52148112148145150137147152it being offered
29%28%**29%**31%29%31%28%30%29%29%29%29%

This is a 'great to
have' - makes a
difference and can sway

12314**115**4512994138126136122134138my decision
29%14%**26%**27%25%26%26%26%26%26%26%26%

a

22944**228**74257178271250264238261273NET Important
54%42%**51%**45%51%49%52%51%51%51%51%52%

a
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

61214**33975****518This is a negative to me
2%5%4%**3%3%3%8%4%****4%3%

b

This is not important to
me - don't mind if not

483854**2514551717****2286offered
18%15%14%**24%18%16%20%15%****18%16%

c

This is mandatory to me
7164104**2227921532****30136- a must have
26%25%27%**21%35%26%17%28%****25%26%

a

This is a ‘nice to have’
, but I can live without

8072106**2921993029****30152it being offered
29%28%28%**28%27%28%34%25%****24%29%

This is a 'great to
have' - makes a
difference and can sway

6771106**24141021933****37138my decision
25%27%28%**23%18%28%22%28%****30%26%

c

138135210**45411943465****67273NET Important
51%52%55%**44%52%54%39%56%****54%52%

a
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**42*****2**3******18This is a negative to me
**8%4%*****%4%**7%******3%

a

This is not important to
me - don't mind if not

**125****910**2******86offered
**21%9%****31%17%**5%******16%

dedeadejladejldded

This is mandatory to me
**2014****415**13******136- a must have
**37%24%****16%27%**37%******26%

ghilhhhghilghilghih

This is a ‘nice to have’
, but I can live without

**725****818**9******152it being offered
**13%43%****30%31%**24%******29%

bbcdkbbcdkbkbkbcdkbbck

This is a 'great to
have' - makes a
difference and can sway

**1211****612**10******138my decision
**21%19%****22%21%**27%******26%

cdefghjk

**3225****1128**24******273NET Important
**58%44%****38%48%**64%******52%

ghghhhhhghjghefghjh
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

7*7418This is a negative to me
5%*%5%4%3%

cc

This is not important to
me - don't mind if not

1930152286offered
14%27%10%18%16%

bd

This is mandatory to me
39114244136- a must have
27%10%28%35%26%

ccc

This is a ‘nice to have’
, but I can live without

40405121152it being offered
28%35%34%17%29%

aaa

This is a 'great to
have' - makes a
difference and can sway

36323535138my decision
26%28%24%27%26%

75437878273NET Important
53%38%52%62%52%

ccc
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******38******2020This is a negative to me
******2%4%1%****1%4%4%

This is not important to
me - don't mind if not

******45665****3148153offered
******30%33%24%****24%29%29%

c

This is mandatory to me
******18274****28286- a must have
******12%14%19%****13%16%16%

abab

This is a ‘nice to have’
, but I can live without

******47616****4157163it being offered
******32%31%31%****32%31%31%

This is a 'great to
have' - makes a
difference and can sway

******35375****3102107my decision
******24%19%24%****30%20%20%

eeea

******53649****5184193NET Important
******36%32%43%****43%36%36%

ae
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

-3116******3****2****20This is a negative to me
-%9%5%4%******4%****3%****4%

jm

This is not important to
me - don't mind if not

978130******21****40****153offered
34%23%28%29%******25%****44%****29%

hhhfghjlh

This is mandatory to me
34475******19****13****86- a must have

12%15%13%17%******22%****14%****16%

This is a ‘nice to have’
, but I can live without

7610140******28****22****163it being offered
29%22%34%31%******32%****24%****31%

l

This is a 'great to
have' - makes a
difference and can sway

69586******16****14****107my decision
25%31%19%19%******18%****15%****20%

cj

9139161******35****26****193NET Important
37%46%33%36%******40%****29%****36%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

*201209****8****2**20This is a negative to me
1%4%1%5%4%****4%****4%**4%

b

This is not important to
me - don't mind if not

191342912445****59****12**153offered
38%28%27%29%23%****31%****22%**29%

bh

This is mandatory to me
779117537****25****13**86- a must have

14%16%10%18%19%****13%****23%**16%

b

This is a ‘nice to have’
, but I can live without

151493912454****60****26**163it being offered
30%31%37%29%27%****31%****46%**31%

heh

This is a 'great to
have' - makes a
difference and can sway

899287953****39****3**107my decision
16%21%26%19%27%****21%****5%**20%

bdb

151783915490****65****16**193NET Important
31%37%36%37%46%****34%****28%**36%

bded
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

2215**2020This is a negative to me
1%3%6%**4%4%

c

This is not important to
me - don't mind if not

592368**148153offered
31%25%28%**29%29%

This is mandatory to me
38938**8386- a must have
20%10%16%**16%16%

b

This is a ‘nice to have’
, but I can live without

503578**152163it being offered
26%39%33%**30%31%

c

This is a 'great to
have' - makes a
difference and can sway

442139**104107my decision
23%23%16%**21%20%

823077**188193NET Important
42%33%32%**37%36%

a
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

3710****19************11820This is a negative to me
2%3%10%****4%************1%4%4%

bc

This is not important to
me - don't mind if not

308439****148************25123153offered
23%29%36%****30%************25%31%29%

c

This is mandatory to me
304214****75************195686- a must have
23%14%13%****15%************19%14%16%

ababiabi

This is a ‘nice to have’
, but I can live without

449624****156************36119163it being offered
34%33%22%****31%************35%30%31%

This is a 'great to
have' - makes a
difference and can sway

236221****104************2083107my decision
18%21%19%****21%************20%21%20%

5410535****178************39139193NET Important
41%36%32%****36%************38%35%36%

a
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************1093201191120This is a negative to me
************3%2%2%4%3%3%3%4%

This is not important to
me - don't mind if not

************94106351531058486153offered
************27%28%23%29%28%29%26%29%

This is mandatory to me
************5665298663515986- a must have
************16%17%19%16%16%18%18%16%

This is a ‘nice to have’
, but I can live without

************1161194916312584105163it being offered
************33%31%33%31%33%29%32%31%

This is a 'great to
have' - makes a
difference and can sway

************738235107785866107my decision
************21%22%23%20%20%20%20%20%

************12914764193141109125193NET Important
************37%39%42%36%37%38%38%36%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**2351**************2020This is a negative to me
**3%3%4%1%**************4%4%

This is not important to
me - don't mind if not

**19234023**************153153offered
**35%23%34%22%**************29%29%

c

This is mandatory to me
**11141424**************8386- a must have
**19%14%12%24%**************16%16%

b

This is a ‘nice to have’
, but I can live without

**14452937**************157163it being offered
**25%45%25%36%**************30%31%

bd

This is a 'great to
have' - makes a
difference and can sway

**10172918**************106107my decision
**18%16%25%17%**************20%20%

**21314342**************189193NET Important
**37%30%37%41%**************36%36%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**11**2011**10***431220This is a negative to me
**3%**4%5%**3%***%3%3%5%4%

This is not important to
me - don't mind if not

**105**15079**68**12263279153offered
**28%**30%35%**24%**28%22%27%33%29%

bac

This is mandatory to me
**63**7638**45**1114223486- a must have
**16%**15%17%**16%**25%12%19%15%16%

ac

This is a ‘nice to have’
, but I can live without

**125**15456**107**10473866163it being offered
**33%**31%24%**37%**25%39%33%28%31%

ca

This is a 'great to
have' - makes a
difference and can sway

**77**9645**59**10302244107my decision
**20%**19%20%**20%**22%25%19%19%20%

a

**140**17284**104**20444578193NET Important
**37%**35%36%**36%**48%36%38%33%36%

aa

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 70  (continuation)                                                                                                                                                   Page 1257

Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**6107218**22120This is a negative to me
**9%3%4%3%4%**2%3%2%4%

b

This is not important to
me - don't mind if not

**12784611142**16815153offered
**19%25%28%16%31%**18%12%19%29%

b

This is mandatory to me
**1359262066**20191486- a must have
**20%19%15%29%14%**23%29%18%16%

a

This is a ‘nice to have’
, but I can live without

**22995518145**321829163it being offered
**35%32%33%26%32%**36%28%37%31%

This is a 'great to
have' - makes a
difference and can sway

**1164331988**191819107my decision
**17%21%20%27%19%**21%28%24%20%

**231225939154**393733193NET Important
**37%40%35%56%34%**44%57%42%36%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 70  (continuation)                                                                                                                                                   Page 1258

Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**51120911**41610**47720This is a negative to me
**2%3%4%3%3%**4%4%3%**6%3%5%4%

This is not important to
me - don't mind if not

**66901538486**24111104**167940153offered
**26%28%29%30%26%**21%30%28%**26%30%28%29%

This is mandatory to me
**4451864959**186454**6462086- a must have
**18%16%16%17%18%**16%17%15%**9%18%14%16%

This is a ‘nice to have’
, but I can live without

**8310016383105**41115115**207643163it being offered
**33%32%31%30%32%**37%30%31%**34%29%31%31%

This is a 'great to
have' - makes a
difference and can sway

**51641075866**237184**155231107my decision
**21%20%20%21%20%**21%19%23%**24%20%22%20%

**96115193107125**41135138**209851193NET Important
**38%36%36%38%38%**37%36%38%**34%38%36%36%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********79248131420This is a negative to me
********3%3%4%6%3%6%4%4%

This is not important to
me - don't mind if not

********64827167863106153offered
********27%28%16%23%26%29%29%29%

ee

This is mandatory to me
********4251121546406286- a must have
********17%17%25%22%15%18%17%16%

This is a ‘nice to have’
, but I can live without

********799513199673115163it being offered
********33%32%29%28%32%33%31%31%

This is a 'great to
have' - makes a
difference and can sway

********48571215723171107my decision
********20%19%25%21%24%14%19%20%

bb

********90108233011971133193NET Important
********38%37%51%43%39%32%36%36%

ab
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

192**14**21914191620172020This is a negative to me
4%2%**3%**1%4%4%4%3%4%4%4%4%

This is not important to
me - don't mind if not

11835**120**45150105147138148131144153offered
28%33%**27%**27%30%29%28%28%29%28%28%29%

This is mandatory to me
6026**71**298057867882748186- a must have
14%24%**16%**17%16%16%16%16%16%16%16%16%

b

This is a ‘nice to have’
, but I can live without

13627**145**54160121163157161147161163it being offered
32%26%**33%**33%31%33%31%32%31%31%32%31%

This is a 'great to
have' - makes a
difference and can sway

9116**93**3598641079910499104107my decision
22%15%**21%**21%19%18%20%20%20%21%20%20%

15141**164**64178121193177187173185193NET Important
36%39%**37%**39%35%33%37%36%36%37%36%36%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

71317**351233****220This is a negative to me
3%5%4%**3%6%3%4%3%****2%4%

This is not important to
me - don't mind if not

8667122**17271052121****21153offered
32%26%32%**17%34%30%24%18%****17%29%

a

This is mandatory to me
434354**2510522125****2986- a must have
16%17%14%**25%13%14%24%22%****24%16%

cb

This is a ‘nice to have’
, but I can live without

8875115**35291092635****37163it being offered
32%29%30%**34%37%30%29%30%****30%31%

This is a 'great to
have' - makes a
difference and can sway

485977**228791732****34107my decision
18%23%20%**21%10%22%20%27%****28%20%

c

91102131**47181303857****63193NET Important
33%40%34%**46%23%37%44%49%****51%36%

ccc
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**34*****-**2******20This is a negative to me
**5%7%*****%-%**6%******4%

f

This is not important to
me - don't mind if not

**1221****1322**8******153offered
**22%37%****47%38%**22%******29%

aaiaiadeiklaiaaadeiklai

This is mandatory to me
**1711****47**7******86- a must have
**30%20%****16%13%**20%******16%

hcefhi

This is a ‘nice to have’
, but I can live without

**1314****722**14******163it being offered
**24%25%****25%39%**37%******31%

bcgjkbccbcgjkl

This is a 'great to
have' - makes a
difference and can sway

**116****36**6******107my decision
**20%11%****12%11%**16%******20%

fgjfj

**2818****813**13******193NET Important
**50%31%****28%23%**35%******36%

ffghjff

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 70  (continuation)                                                                                                                                                   Page 1263

Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

834520This is a negative to me
6%2%3%4%4%

This is not important to
me - don't mind if not

39304439153offered
28%27%29%31%29%

This is mandatory to me
3512201986- a must have
25%10%14%15%16%

abc

This is a ‘nice to have’
, but I can live without

35425631163it being offered
25%37%37%25%31%

adad

This is a 'great to
have' - makes a
difference and can sway

23282531107my decision
17%24%17%25%20%

58394650193NET Important
41%34%30%40%36%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******38-****-1313This is a negative to me
******2%4%-%****-%3%3%

e

This is not important to
me - don't mind if not

******18253****16467offered
******12%12%13%****12%13%13%

abc

This is mandatory to me
******33524****2133137- a must have
******23%26%21%****18%26%26%

eee

This is a ‘nice to have’
, but I can live without

******60568****5165173it being offered
******41%28%38%****42%32%33%

aa

This is a 'great to
have' - makes a
difference and can sway

******34596****3133139my decision
******23%30%28%****28%26%26%

eee

******6711110****5266276NET Important
******46%56%49%****47%52%52%

eee
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

---13******3****2****13This is a negative to me
-%-%-%3%******4%****3%****3%

This is not important to
me - don't mind if not

33458******9****22****67offered
12%10%13%13%******10%****24%****13%

afgjl

This is mandatory to me
566120******34****31****137- a must have

19%23%21%27%******39%****34%****26%

agklmm

This is a ‘nice to have’
, but I can live without

81210143******20****22****173it being offered
30%41%38%32%******23%****24%****33%

cf

This is a 'great to
have' - makes a
difference and can sway

1078114******21****14****139my decision
39%26%29%25%******24%****16%****26%

chjchjch

151414234******55****45****276NET Important
58%49%50%52%******63%****50%****52%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-13-135****4****2**13This is a negative to me
-%3%-%3%3%****2%****4%**3%

b

This is not important to
me - don't mind if not

661145320****26****5**67offered
12%13%13%12%10%****13%****9%**13%

beh

This is mandatory to me
131252211549****56****15**137- a must have
26%26%21%27%25%****29%****27%**26%

This is a ‘nice to have’
, but I can live without

121614213158****62****24**173it being offered
24%34%39%31%29%****32%****43%**33%

h

This is a 'great to
have' - makes a
difference and can sway

181212811065****44****10**139my decision
38%25%26%26%33%****23%****18%**26%

abde

3124551225114****100****25**276NET Important
64%51%47%53%58%****52%****44%**52%

bdd
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

2-10**1313This is a negative to me
1%-%4%**3%3%

c

This is not important to
me - don't mind if not

22638**6167offered
12%6%16%**12%13%

b

This is mandatory to me
542656**128137- a must have
28%29%24%**25%26%

This is a ‘nice to have’
, but I can live without

563876**169173it being offered
29%42%32%**33%33%

c

This is a 'great to
have' - makes a
difference and can sway

572158**135139my decision
30%23%24%**27%26%

11247114**263276NET Important
58%52%48%**52%52%

a
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

176****13************11213This is a negative to me
1%2%5%****3%************1%3%3%

c

This is not important to
me - don't mind if not

73326****66************76067offered
6%11%24%****13%************7%15%13%

cbcbjbcj

This is mandatory to me
328520****127************21106137- a must have
24%29%19%****25%************20%26%26%

bb

This is a ‘nice to have’
, but I can live without

568730****160************43117173it being offered
43%30%28%****32%************42%29%33%

abaaai

This is a 'great to
have' - makes a
difference and can sway

347925****135************30105139my decision
26%27%24%****27%************30%26%26%

cc

6616546****261************51210276NET Important
51%56%42%****52%************50%53%52%

a
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************5541366613This is a negative to me
************1%1%3%3%2%2%2%3%

This is not important to
me - don't mind if not

************3841106741283567offered
************11%11%6%13%11%10%11%13%

e

This is mandatory to me
************8910350137998683137- a must have
************25%27%34%26%26%30%25%26%

ad

This is a ‘nice to have’
, but I can live without

************1251394417313692116173it being offered
************36%37%30%33%36%32%36%33%

This is a 'great to
have' - makes a
difference and can sway

************9393421391007287139my decision
************27%24%28%26%26%25%26%26%

************18119692276199158170276NET Important
************52%51%61%52%52%56%52%52%

acdf
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**1211**************1313This is a negative to me
**2%2%1%1%**************3%3%

This is not important to
me - don't mind if not

**311820**************6767offered
**6%10%7%19%**************13%13%

bd

This is mandatory to me
**17292726**************135137- a must have
**31%29%23%25%**************26%26%

This is a ‘nice to have’
, but I can live without

**22364533**************167173it being offered
**40%35%38%32%**************32%33%

This is a 'great to
have' - makes a
difference and can sway

**12243624**************137139my decision
**22%23%31%24%**************26%26%

**30536250**************272276NET Important
**53%52%54%48%**************52%52%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**6**137**7**-33713This is a negative to me
**2%**3%3%**2%**-%3%3%3%3%

This is not important to
me - don't mind if not

**41**6542**25**38124267offered
**11%**13%18%**9%**8%6%10%18%13%

abc

This is mandatory to me
**99**13153**80**12352861137- a must have
**26%**26%23%**28%**28%28%24%26%26%

This is a ‘nice to have’
, but I can live without

**136**15775**95**15404368173it being offered
**36%**32%33%**33%**35%33%37%29%33%

a

This is a 'great to
have' - makes a
difference and can sway

**99**13053**81**12363256139my decision
**26%**26%23%**28%**29%30%27%24%26%

**198**261106**161**247160118276NET Important
**52%**53%46%**56%**57%58%51%50%52%

c
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**355-13**-2-13This is a negative to me
**5%2%3%-%3%**-%3%-%3%

b

This is not important to
me - don't mind if not

**73214562**54667offered
**11%10%9%7%14%**6%7%7%13%

This is mandatory to me
**18794719118**241320137- a must have
**29%25%28%28%26%**27%21%26%26%

This is a ‘nice to have’
, but I can live without

**171115626147**362134173it being offered
**27%36%34%37%32%**41%33%43%33%

This is a 'great to
have' - makes a
difference and can sway

**18844420119**232418139my decision
**28%27%26%28%26%**27%37%23%26%

**361629239237**473738276NET Important
**57%52%55%56%52%**53%57%49%52%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**261366**3107**15513This is a negative to me
**1%2%3%2%2%**3%3%2%**2%2%3%3%

This is not important to
me - don't mind if not

**1834672835**105627**325667offered
**7%11%13%10%11%**9%15%7%**4%10%4%13%

aa

This is mandatory to me
**63771378483**3083103**167851137- a must have
**25%25%26%30%25%**27%22%28%**27%30%36%26%

This is a ‘nice to have’
, but I can live without

**9810917392116**39124128**238639173it being offered
**39%35%33%32%36%**35%33%35%**38%33%28%33%

This is a 'great to
have' - makes a
difference and can sway

**69891397286**28104103**176740139my decision
**28%28%26%26%26%**26%28%28%**28%26%28%26%

**131167276156170**59187205**3314591276NET Important
**53%53%52%55%52%**53%50%56%**56%56%64%52%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********55-168713This is a negative to me
********2%2%-%2%2%4%2%3%

This is not important to
me - don't mind if not

********16311221244767offered
********7%10%1%3%7%11%13%13%

ecde

This is mandatory to me
********63771622954986137- a must have
********26%26%35%32%31%22%23%26%

ab

This is a ‘nice to have’
, but I can live without

********919917279987122173it being offered
********38%34%38%39%33%40%33%33%

This is a 'great to
have' - makes a
difference and can sway

********658212178152107139my decision
********27%28%26%24%27%24%29%26%

********1281602839176101192276NET Important
********54%54%61%56%58%46%52%52%

bb
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

122**10**1128131113121313This is a negative to me
3%2%**2%**1%2%2%3%2%3%3%3%3%

This is not important to
me - don't mind if not

5017**53**156735675965606567offered
12%16%**12%**9%13%10%13%12%13%13%13%13%

This is mandatory to me
9740**111**44134101135130135123132137- a must have
23%38%**25%**27%26%28%26%27%26%26%26%26%

b

This is a ‘nice to have’
, but I can live without

14132**145**59170127168165172155172173it being offered
33%30%**33%**36%33%35%32%34%33%33%34%33%

This is a 'great to
have' - makes a
difference and can sway

12415**124**4612690139123132118128139my decision
29%14%**28%**28%25%25%27%25%26%25%25%26%

a

22255**235**90259191274253267241261276NET Important
52%52%**53%**55%51%53%53%52%52%52%51%52%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

5913**-11022****213This is a negative to me
2%3%4%**-%2%3%3%2%****2%3%

This is not important to
me - don't mind if not

422559**5174367****767offered
15%10%15%**5%22%12%7%6%****6%13%

aab

This is mandatory to me
696999**2623942128****26137- a must have
25%27%26%**25%29%26%24%24%****21%26%

This is a ‘nice to have’
, but I can live without

9282112**41221202949****51173it being offered
34%32%29%**40%28%34%33%42%****42%33%

cc

This is a 'great to
have' - makes a
difference and can sway

6673101**3015892930****36139my decision
24%28%26%**29%19%25%33%26%****29%26%

c

135142200**56381835058****62276NET Important
49%55%52%**54%48%51%57%50%****50%52%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**31****--**-******13This is a negative to me
**5%2%****-%-%**-%******3%

This is not important to
me - don't mind if not

**65****35**5******67offered
**12%9%****12%9%**12%******13%

aaaabefgjk

This is mandatory to me
**2311****416**13******137- a must have
**41%19%****16%28%**36%******26%

acgijlagiiacgijlagili

This is a ‘nice to have’
, but I can live without

**1129****1422**12******173it being offered
**20%51%****49%38%**32%******33%

bcdeklbekbceklk

This is a 'great to
have' - makes a
difference and can sway

**1311****714**7******139my decision
**23%19%****24%25%**20%******26%

hjdhjcdhjk

**3522****1130**21******276NET Important
**64%37%****39%53%**56%******52%

cgijcgijcgij
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

5-2613This is a negative to me
4%-%1%5%3%

cc

This is not important to
me - don't mind if not

1718131967offered
12%16%9%15%13%

This is mandatory to me
38205227137- a must have
27%18%35%21%26%

ac

This is a ‘nice to have’
, but I can live without

46484633173it being offered
33%42%31%26%33%

a

This is a 'great to
have' - makes a
difference and can sway

34273741139my decision
24%24%25%33%26%

72488968276NET Important
51%42%59%54%52%

c
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******13******1717This is a negative to me
******1%2%2%****3%3%3%

ab

This is not important to
me - don't mind if not

******19182****16365offered
******13%9%11%****11%12%12%

This is mandatory to me
******41746****3166172- a must have
******28%37%28%****25%33%32%

e

This is a ‘nice to have’
, but I can live without

******55517****4143150it being offered
******37%26%33%****34%28%28%

abcac

This is a 'great to
have' - makes a
difference and can sway

******32535****3121126my decision
******22%27%26%****27%24%24%

eee

******7212611****6287298NET Important
******49%63%54%****52%56%56%

eebe

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 72                                                                                                                                                                   Page 1280

Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

-3*14******1****1****17This is a negative to me
-%9%*%3%******1%****1%****3%

jkmkm

This is not important to
me - don't mind if not

42356******6****16****65offered
16%8%11%12%******6%****18%****12%

This is mandatory to me
896149******41****30****172- a must have

30%32%23%33%******48%****33%****32%

gjkmgjkm

This is a ‘nice to have’
, but I can live without

4510130******25****25****150it being offered
17%19%36%29%******28%****28%****28%

hlmhhhhh

This is a 'great to
have' - makes a
difference and can sway

99899******14****18****126my decision
37%32%29%22%******16%****20%****24%

cfjf

171815248******55****48****298NET Important
67%64%53%55%******64%****53%****56%

cjk
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-17*1710****2****1**17This is a negative to me
-%4%*%4%5%****1%****2%**3%

bee

This is not important to
me - don't mind if not

65995621****16****9**65offered
13%12%9%13%10%****8%****16%**12%

This is mandatory to me
141582814465****75****18**172- a must have
28%33%26%34%33%****39%****31%**32%

This is a ‘nice to have’
, but I can live without

151354410554****46****19**150it being offered
30%28%41%25%28%****24%****35%**28%

ae

This is a 'great to
have' - makes a
difference and can sway

141122610047****52****9**126my decision
28%23%24%24%24%****27%****16%**24%

b

2827054244112****128****26**298NET Important
56%56%50%58%57%****67%****47%**56%

dbd
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

4*12**1517This is a negative to me
2%*%5%**3%3%

b

This is not important to
me - don't mind if not

151534**6465offered
8%16%14%**13%12%

cc

This is mandatory to me
703367**163172- a must have
36%36%28%**32%32%

This is a ‘nice to have’
, but I can live without

532572**142150it being offered
28%27%30%**28%28%

This is a 'great to
have' - makes a
difference and can sway

501854**123126my decision
26%20%23%**24%24%

12051121**286298NET Important
63%56%51%**56%56%

a
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

538****15************31217This is a negative to me
4%1%8%****3%************3%3%3%

bb

This is not important to
me - don't mind if not

183215****63************164765offered
14%11%14%****13%************16%12%12%

This is mandatory to me
3010933****163************21142172- a must have
23%37%30%****33%************21%36%32%

cbb

This is a ‘nice to have’
, but I can live without

407831****142************33109150it being offered
31%27%29%****28%************32%27%28%

This is a 'great to
have' - makes a
difference and can sway

376920****118************2890126my decision
28%24%19%****24%************28%22%24%

6617853****281************50232298NET Important
51%61%49%****56%************49%58%56%

c
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************86-171191117This is a negative to me
************2%2%-%3%3%3%3%3%

eeee

This is not important to
me - don't mind if not

************4143136545353765offered
************12%11%9%12%12%12%11%12%

This is mandatory to me
************1151334917212495101172- a must have
************33%35%33%32%32%33%31%32%

This is a ‘nice to have’
, but I can live without

************1061074515011782106150it being offered
************30%28%30%28%31%29%32%28%

This is a 'great to
have' - makes a
difference and can sway

************799142126866472126my decision
************23%24%28%24%23%22%22%24%

************19422492298209158173298NET Important
************56%59%61%56%55%56%53%56%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**2413**************1717This is a negative to me
**4%4%1%3%**************3%3%

This is not important to
me - don't mind if not

**791613**************6565offered
**12%9%14%13%**************13%12%

This is mandatory to me
**20333932**************168172- a must have
**35%32%34%31%**************32%32%

This is a ‘nice to have’
, but I can live without

**12344129**************146150it being offered
**22%34%35%28%**************28%28%

d

This is a 'great to
have' - makes a
difference and can sway

**15221926**************123126my decision
**27%21%17%25%**************24%24%

**35545857**************292298NET Important
**62%54%50%56%**************56%56%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**11**1712**5**2211217This is a negative to me
**3%**3%5%**2%**5%2%1%5%3%

a

This is not important to
me - don't mind if not

**45**5938**27**86123965offered
**12%**12%16%**9%**19%5%10%17%12%

acc

This is mandatory to me
**124**16570**99**13484466172- a must have
**32%**33%31%**34%**31%39%38%28%32%

a

This is a ‘nice to have’
, but I can live without

**117**13864**80**9323667150it being offered
**31%**28%28%**28%**21%26%30%28%28%

This is a 'great to
have' - makes a
difference and can sway

**86**11745**78**10352452126my decision
**22%**24%20%**27%**24%28%20%22%24%

**209**282115**177**248268118298NET Important
**55%**57%50%**61%**55%67%58%50%56%

ca
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**3106215**2-217This is a negative to me
**5%3%3%3%3%**2%-%3%3%

This is not important to
me - don't mind if not

**636121154**1291065offered
**10%12%7%16%12%**13%14%13%12%

This is mandatory to me
**19925812159**201122172- a must have
**29%30%35%18%35%**22%16%28%32%

b

This is a ‘nice to have’
, but I can live without

**241005826124**332327150it being offered
**38%32%35%37%27%**38%35%35%28%

This is a 'great to
have' - makes a
difference and can sway

**11713318108**212217126my decision
**18%23%20%26%23%**24%34%22%24%

**301639131267**413339298NET Important
**47%53%55%44%58%**46%50%50%56%

b
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**5717711**3138**16617This is a negative to me
**2%2%3%2%3%**3%4%2%**2%2%4%3%

This is not important to
me - don't mind if not

**2640653537**105827**8341065offered
**11%13%12%13%11%**9%15%7%**13%13%7%12%

a

This is mandatory to me
**7710117294101**36102129**178453172- a must have
**31%32%32%33%31%**33%27%35%**28%32%37%32%

b

This is a ‘nice to have’
, but I can live without

**849615082106**34119109**207647150it being offered
**34%30%28%29%32%**31%32%30%**34%29%33%28%

This is a 'great to
have' - makes a
difference and can sway

**57701266372**278493**146025126my decision
**23%22%24%22%22%**25%22%25%**23%23%18%24%

**134172298158173**63186222**3114478298NET Important
**54%55%56%56%53%**57%50%61%**51%55%55%56%

b
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********88231091117This is a negative to me
********3%3%4%5%3%4%3%3%

This is not important to
me - don't mind if not

********25393218235265offered
********11%13%6%4%6%11%14%12%

ccd

This is mandatory to me
********7491122612271106172- a must have
********31%31%26%37%40%32%29%32%

abe

This is a ‘nice to have’
, but I can live without

********829418268073112150it being offered
********34%32%39%37%27%33%30%28%

This is a 'great to
have' - makes a
difference and can sway

********51621112724388126my decision
********21%21%24%18%24%19%24%24%

********1251532338193114195298NET Important
********52%52%50%55%64%52%53%56%

abe
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

152**9**31612171517161717This is a negative to me
4%2%**2%**2%3%3%3%3%3%3%3%3%

This is not important to
me - don't mind if not

4916**56**176443635763556365offered
12%15%**13%**10%13%12%12%12%12%12%12%12%

This is mandatory to me
12843**143**51166114172160166149165172- a must have

30%41%**32%**31%33%32%33%33%32%32%32%32%

b

This is a ‘nice to have’
, but I can live without

12128**124**49147105145141147134146150it being offered
29%27%**28%**30%29%29%28%29%29%29%29%28%

This is a 'great to
have' - makes a
difference and can sway

11016**112**4511588126115123114120126my decision
26%16%**25%**27%23%24%24%24%24%24%23%24%

a

23860**254**96281202298275290263285298NET Important
56%56%**57%**58%55%56%57%56%56%56%56%56%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

51215**25102*****217This is a negative to me
2%5%4%**2%7%3%2%*%****2%3%

This is not important to
me - don't mind if not

313448**11947817****1565offered
11%13%12%**11%11%13%9%15%****12%12%

This is mandatory to me
10072133**30221232625****27172- a must have

37%28%35%**30%29%35%29%21%****22%32%

a

This is a ‘nice to have’
, but I can live without

688193**3630982143****45150it being offered
25%32%24%**35%38%27%23%37%****37%28%

cca

This is a 'great to
have' - makes a
difference and can sway

685896**2312793231****33126my decision
25%23%25%**22%16%22%36%26%****27%24%

bc

168130229**53352035855****61298NET Important
62%51%60%**52%44%57%66%48%****49%56%

abcc
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**31****-2*********17This is a negative to me
**5%2%****-%4%***%******3%

adegijleg

This is not important to
me - don't mind if not

**125****65**3******65offered
**22%9%****23%9%**9%******12%

eee

This is mandatory to me
**1716****327**14******172- a must have
**32%28%****10%48%**38%******32%

glgglgijlgilgilgilgilgl

This is a ‘nice to have’
, but I can live without

**1224****1215**12******150it being offered
**22%42%****43%26%**34%******28%

babckabcabckbb

This is a 'great to
have' - makes a
difference and can sway

**1111****78**7******126my decision
**20%18%****24%13%**18%******24%

cdefghjkhhfhhhhhhcdefghjk

**2927****1035**21******298NET Important
**52%47%****34%62%**57%******56%

ghghghghghghjkghijk
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

452617This is a negative to me
3%4%1%5%3%

This is not important to
me - don't mind if not

1919121665offered
14%17%8%12%12%

b

This is mandatory to me
37226549172- a must have
26%19%43%39%32%

cdcd

This is a ‘nice to have’
, but I can live without

45424518150it being offered
32%37%30%14%28%

aaa

This is a 'great to
have' - makes a
difference and can sway

35272737126my decision
25%24%18%30%24%

b

72489186298NET Important
51%43%61%68%56%

ccd
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******15******77This is a negative to me
******1%3%1%****1%1%1%

This is not important to
me - don't mind if not

******20122****15456offered
******14%6%9%****9%11%10%

aba

This is mandatory to me
******37615****3143148- a must have
******25%31%24%****25%28%28%

eee

This is a ‘nice to have’
, but I can live without

******45587****3156162it being offered
******30%29%34%****29%31%31%

abca

This is a 'great to
have' - makes a
difference and can sway

******45646****4151157my decision
******30%32%31%****36%30%30%

ee

******8112411****7294305NET Important
******55%63%56%****61%58%58%

eee
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

*116******-****-****7This is a negative to me
*%2%2%1%******-%****-%****1%

This is not important to
me - don't mind if not

12-53******6****15****56offered
2%7%-%12%******7%****16%****10%

kkmkmkkkmkm

This is mandatory to me
798124******31****24****148- a must have

27%32%29%28%******36%****26%****28%

This is a ‘nice to have’
, but I can live without

558144******30****28****162it being offered
20%18%30%32%******34%****31%****31%

lmlmalml

This is a 'great to
have' - makes a
difference and can sway

131211121******20****24****157my decision
50%41%39%27%******23%****26%****30%

cfghjfhjhj

202119245******51****48****305NET Important
77%73%69%55%******59%****53%****58%

cfghjcghjghj
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

*7*73****2****-**7This is a negative to me
1%1%*%2%1%****1%****-%**1%

This is not important to
me - don't mind if not

65045121****14****9**56offered
12%10%4%12%11%****8%****16%**10%

be

This is mandatory to me
111372412452****54****18**148- a must have
22%28%23%29%27%****28%****32%**28%

This is a ‘nice to have’
, but I can live without

171454311950****64****20**162it being offered
36%30%40%28%25%****33%****36%**31%

ah

This is a 'great to
have' - makes a
difference and can sway

141433612171****57****9**157my decision
29%30%33%29%36%****30%****16%**30%

bdb

2527960245123****111****27**305NET Important
52%58%56%58%62%****58%****47%**58%

bd
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

-*7**77This is a negative to me
-%*%3%**1%1%

c

This is not important to
me - don't mind if not

11836**5456offered
6%9%15%**11%10%

c

This is mandatory to me
623052**140148- a must have
32%34%22%**28%28%

aa

This is a ‘nice to have’
, but I can live without

612873**155162it being offered
32%31%30%**31%31%

This is a 'great to
have' - makes a
difference and can sway

582471**151157my decision
30%27%30%**30%30%

12154124**291305NET Important
63%60%52%**57%58%

a
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

*34****7*************77This is a negative to me
*%1%3%****1%*************%2%1%

c

This is not important to
me - don't mind if not

73217****54************54956offered
5%11%16%****11%************5%12%10%

ccb

This is mandatory to me
507523****130************3398148- a must have
39%26%21%****26%************32%24%28%

ababiabi

This is a ‘nice to have’
, but I can live without

369333****158************31127162it being offered
28%32%31%****31%************31%32%31%

cjccj

This is a 'great to
have' - makes a
difference and can sway

378832****152************32120157my decision
29%30%29%****30%************32%30%30%

8716355****283************65217305NET Important
67%56%50%****56%************64%54%58%

abaiabi
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************31373337This is a negative to me
************1%*%2%1%1%1%1%1%

f

This is not important to
me - don't mind if not

************4035125642323156offered
************11%9%8%10%11%11%10%10%

This is mandatory to me
************96121381481088789148- a must have
************27%32%25%28%28%31%27%28%

This is a ‘nice to have’
, but I can live without

************102117401621087296162it being offered
************29%31%27%31%28%25%29%31%

This is a 'great to
have' - makes a
difference and can sway

************1071075715712191108157my decision
************31%28%38%30%32%32%33%30%

df

************20322895305228178196305NET Important
************58%60%63%58%60%63%60%58%
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**121-**************77This is a negative to me
**1%2%1%-%**************1%1%

This is not important to
me - don't mind if not

**371517**************5656offered
**5%7%13%16%**************11%10%

dcd

This is mandatory to me
**23233427**************144148- a must have
**41%23%29%26%**************28%28%

ac

This is a ‘nice to have’
, but I can live without

**13343130**************157162it being offered
**23%34%26%29%**************30%31%

This is a 'great to
have' - makes a
difference and can sway

**17343630**************156157my decision
**30%34%31%29%**************30%30%

**40587057**************300305NET Important
**71%57%60%55%**************58%58%

ac
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**3**76**1**-2*57This is a negative to me
**1%**1%2%***%**-%2%*%2%1%

This is not important to
me - don't mind if not

**42**5037**19**28103656offered
**11%**10%16%**6%**4%6%9%15%10%

acd

This is mandatory to me
**108**13253**92**17332863148- a must have
**28%**27%23%**32%**41%27%24%27%28%

acab

This is a ‘nice to have’
, but I can live without

**108**15466**93**13454458162it being offered
**28%**31%29%**32%**31%37%38%25%31%

aa

This is a 'great to
have' - makes a
difference and can sway

**120**15369**83**10343573157my decision
**32%**31%30%**29%**24%28%30%31%30%

b

**228**285121**175**286763137305NET Important
**60%**57%53%**61%**65%55%53%58%58%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**332*7***-*7This is a negative to me
**4%1%1%*%1%***%-%*%1%

This is not important to
me - don't mind if not

**62715749**95656offered
**10%9%9%10%11%**10%7%7%10%

This is mandatory to me
**18854528120**302522148- a must have
**28%27%27%40%26%**34%38%29%28%

a

This is a ‘nice to have’
, but I can live without

**17904925137**272125162it being offered
**26%29%29%36%30%**31%33%33%31%

This is a 'great to
have' - makes a
difference and can sway

**201045610147**211424157my decision
**32%34%33%14%32%**24%22%31%30%

b

**3818910138267**523946305NET Important
**60%61%60%54%58%**58%60%60%58%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**13733***52**1327This is a negative to me
***%1%1%1%1%***%1%1%**1%1%2%1%

This is not important to
me - don't mind if not

**1435563231**93536**6241956offered
**6%11%10%11%10%**8%9%10%**9%9%13%10%

b

This is mandatory to me
**76851488789**36102100**178140148- a must have
**30%27%28%31%27%**32%27%27%**27%31%29%28%

This is a ‘nice to have’
, but I can live without

**74901627096**30118112**186835162it being offered
**30%29%31%25%29%**27%31%31%**29%26%24%31%

This is a 'great to
have' - makes a
difference and can sway

**8510215791108**36116116**208545157my decision
**34%32%30%32%33%**32%31%32%**33%33%32%30%

**160187305178196**72218216**3716586305NET Important
**64%59%58%63%60%**65%58%59%**61%64%61%58%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********23--4437This is a negative to me
********1%1%-%-%1%2%1%1%

This is not important to
me - don't mind if not

********12272633152956offered
********5%9%5%8%11%7%8%10%

b

This is mandatory to me
********67831328876999148- a must have
********28%28%28%40%29%31%27%28%

a

This is a ‘nice to have’
, but I can live without

********758018149071114162it being offered
********31%27%40%21%30%32%31%31%

d

This is a 'great to
have' - makes a
difference and can sway

********8410012228762123157my decision
********35%34%27%31%29%28%33%30%

********1511832550174131222305NET Important
********63%62%55%71%58%59%60%58%

c
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

7***5**177757677This is a negative to me
2%*%**1%**1%1%2%1%1%1%1%1%1%

This is not important to
me - don't mind if not

4511**45**95233545053465356offered
11%10%**10%**6%10%9%10%10%10%10%10%10%

This is mandatory to me
10543**121**54146108148136145134145148- a must have

25%41%**27%**33%29%30%28%28%28%29%28%28%

b

This is a ‘nice to have’
, but I can live without

12933**138**43157111161156159142155162it being offered
30%31%**31%**26%31%31%31%32%31%30%30%31%

This is a 'great to
have' - makes a
difference and can sway

13918**135**58146103153141152140150157my decision
33%17%**30%**35%29%28%29%29%29%30%29%30%

a

24461**256**111292211301277297274295305NET Important
57%58%**58%**67%57%58%58%57%58%59%58%58%

ab
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

347****52******7This is a negative to me
1%2%2%***%*%1%3%*%*****%1%

This is not important to
me - don't mind if not

272947**894349****956offered
10%11%12%**8%11%12%4%7%****7%10%

ba

This is mandatory to me
707783**42241051937****40148- a must have
26%30%22%**41%31%29%22%32%****33%28%

cc

This is a ‘nice to have’
, but I can live without

9864124**2630943737****38162it being offered
36%25%32%**26%38%26%42%32%****31%31%

abb

This is a 'great to
have' - makes a
difference and can sway

7483123**26161112533****36157my decision
27%32%32%**25%20%31%29%28%****29%30%

145160207**68402154570****76305NET Important
53%62%54%**66%51%60%51%60%****62%58%

bcc
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**1-****--**-******7This is a negative to me
**2%-%****-%-%**-%******1%

This is not important to
me - don't mind if not

**105****32**3******56offered
**19%9%****11%4%**7%******10%

fiabdfhij

This is mandatory to me
**2512****1319**11******148- a must have
**45%20%****45%33%**30%******28%

aeijlaeijliiii

This is a ‘nice to have’
, but I can live without

**929****620**14******162it being offered
**16%51%****21%36%**38%******31%

abcegklkkbk

This is a 'great to
have' - makes a
difference and can sway

**1011****615**9******157my decision
**17%20%****22%27%**25%******30%

cgjkcdfgjkcjkck

**3523****1934**20******305NET Important
**63%40%****68%60%**55%******58%

jjjcjj
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

21227This is a negative to me
1%1%1%2%1%

This is not important to
me - don't mind if not

197111856offered
13%6%8%14%10%

c

This is mandatory to me
41254239148- a must have
29%22%28%31%28%

This is a ‘nice to have’
, but I can live without

45375229162it being offered
32%33%35%23%31%

a

This is a 'great to
have' - makes a
difference and can sway

33434238157my decision
24%38%28%30%30%

d

75698577305NET Important
53%61%56%61%58%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******310******1313This is a negative to me
******2%5%1%****1%2%2%

This is not important to
me - don't mind if not

******6251*****3637offered
******4%13%4%****3%7%7%

bc

This is mandatory to me
******76929****5267276- a must have
******52%46%46%****47%52%52%

This is a ‘nice to have’
, but I can live without

******27254****28185it being offered
******18%12%20%****18%16%16%

abc

This is a 'great to
have' - makes a
difference and can sway

******36476****4113119my decision
******25%24%29%****31%22%22%

******11313915****9380395NET Important
******76%70%76%****78%75%75%

ee
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

---13******1****1****13This is a negative to me
-%-%-%3%******1%****1%****2%

jklm

This is not important to
me - don't mind if not

21431******2****14****37offered
7%4%13%7%******3%****15%****7%

fhfghjlh

This is mandatory to me
10149243******56****42****276- a must have
39%51%32%54%******65%****46%****52%

kkmkckmckm

This is a ‘nice to have’
, but I can live without

47568******12****14****85it being offered
16%26%19%15%******13%****16%****16%

aj

This is a 'great to
have' - makes a
difference and can sway

1061094******15****19****119my decision
38%20%36%21%******18%****21%****22%

cfgjlfgjlgg

202019336******72****61****395NET Important
77%70%69%75%******82%****67%****75%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-13-136****6****-**13This is a negative to me
-%3%-%3%3%****3%****-%**2%

b

This is not important to
me - don't mind if not

335122612****12****7**37offered
5%7%11%6%6%****6%****12%**7%

This is mandatory to me
2525146230100****106****30**276- a must have
52%52%43%55%51%****55%****54%**52%

b

This is a ‘nice to have’
, but I can live without

1372246030****26****9**85it being offered
26%15%23%14%15%****14%****17%**16%

aabeh

This is a 'great to
have' - makes a
difference and can sway

8111269350****41****10**119my decision
17%23%24%22%25%****22%****18%**22%

3436172324149****148****40**395NET Important
69%75%67%77%76%****77%****71%**75%

bd
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

3-9**1313This is a negative to me
2%-%4%**3%2%

This is not important to
me - don't mind if not

111016**3137offered
6%11%7%**6%7%

This is mandatory to me
10852110**263276- a must have

56%57%46%**52%52%

a

This is a ‘nice to have’
, but I can live without

251248**8285it being offered
13%13%20%**16%16%

c

This is a 'great to
have' - makes a
difference and can sway

451756**118119my decision
23%19%24%**23%22%

15369166**382395NET Important
80%76%70%**75%75%

a
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

526****13************5813This is a negative to me
4%1%5%****3%************5%2%2%

bb

This is not important to
me - don't mind if not

31321****37************23437offered
2%4%20%****7%************2%9%7%

bcbb

This is mandatory to me
7515744****254************52202276- a must have
57%54%41%****51%************51%50%52%

aaabiabi

This is a ‘nice to have’
, but I can live without

174722****83************146885it being offered
13%16%20%****16%************14%17%16%

This is a 'great to
have' - makes a
difference and can sway

317215****116************2887119my decision
24%25%14%****23%************28%22%22%

aj

10622960****370************81289395NET Important
82%79%55%****74%************79%72%75%

aaaia
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************6741377613This is a negative to me
************2%2%2%2%2%2%2%2%

This is not important to
me - don't mind if not

************252683726172637offered
************7%7%5%7%7%6%8%7%

This is mandatory to me
************18519672276202158166276- a must have
************53%51%48%52%53%56%51%52%

This is a ‘nice to have’
, but I can live without

************4964258558424985it being offered
************14%17%17%16%15%15%15%16%

This is a 'great to
have' - makes a
difference and can sway

************848842119896181119my decision
************24%23%28%22%23%21%25%22%

************269284113395291219247395NET Important
************77%75%76%75%76%77%76%75%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**14-1**************1313This is a negative to me
**2%4%-%1%**************2%2%

b

This is not important to
me - don't mind if not

**16513**************3737offered
**2%6%5%13%**************7%7%

bd

This is mandatory to me
**37476553**************269276- a must have
**65%46%55%52%**************52%52%

c

This is a ‘nice to have’
, but I can live without

**7231513**************8385it being offered
**12%23%13%13%**************16%16%

d

This is a 'great to
have' - makes a
difference and can sway

**11203123**************118119my decision
**19%20%27%22%**************23%22%

**47679676**************387395NET Important
**84%66%82%73%**************75%75%

cc
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**7**135**8**-61613This is a negative to me
**2%**3%2%**3%**-%5%1%2%2%

This is not important to
me - don't mind if not

**26**3721**16**1552637offered
**7%**7%9%**5%**2%4%4%11%7%

bcd

This is mandatory to me
**202**254113**156**285968114276- a must have
**53%**51%49%**54%**65%48%58%48%52%

ac

This is a ‘nice to have’
, but I can live without

**58**7942**42**911174585it being offered
**15%**16%18%**15%**21%9%14%19%16%

cc

This is a 'great to
have' - makes a
difference and can sway

**88**11349**67**5412644119my decision
**23%**23%21%**23%**12%34%22%19%22%

ad

**290**367162**223**3310094158395NET Important
**76%**74%71%**77%**77%82%80%67%75%

aa
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**464-13**---13This is a negative to me
**7%2%3%-%3%**-%-%-%2%

b

This is not important to
me - don't mind if not

**62610136**41737offered
**10%8%6%1%8%**4%1%9%7%

bb

This is mandatory to me
**271509545231**534247276- a must have
**43%49%57%65%50%**60%64%61%52%

ca

This is a ‘nice to have’
, but I can live without

**848151173**1861385it being offered
**12%16%9%16%16%**20%9%17%16%

a

This is a 'great to
have' - makes a
difference and can sway

**18804212107**141710119my decision
**28%26%25%17%23%**16%25%14%22%

**4523013758337**675858395NET Important
**71%74%82%83%73%**76%90%74%75%

ba
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**571376**396**27413This is a negative to me
**2%2%2%2%2%**3%2%2%**4%3%3%2%

This is not important to
me - don't mind if not

**1723371725**73117**417437offered
**7%7%7%6%8%**6%8%5%**7%6%3%7%

a

This is mandatory to me
**125158276156166**65178211**3013789276- a must have
**50%50%52%55%51%**59%47%58%**51%53%63%52%

bbb

This is a ‘nice to have’
, but I can live without

**4252854249**77439**5411385it being offered
**17%16%16%15%15%**7%20%11%**8%16%9%16%

aca

This is a 'great to
have' - makes a
difference and can sway

**60751196181**288494**195831119my decision
**24%24%22%22%25%**26%22%26%**31%22%22%22%

**186234395217247**93262304**49195121395NET Important
**75%74%75%77%76%**84%70%83%**82%75%85%75%

bbb
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********662377713This is a negative to me
********2%2%5%5%2%3%2%2%

This is not important to
me - don't mind if not

********15231113142937offered
********6%8%2%1%4%6%8%7%

d

This is mandatory to me
********1171422745175110174276- a must have
********49%48%58%64%58%50%47%52%

aba

This is a ‘nice to have’
, but I can live without

********43494332476785it being offered
********18%17%8%4%10%21%18%16%

cdecd

This is a 'great to
have' - makes a
difference and can sway

********59741218754392119my decision
********25%25%26%26%25%20%25%22%

********1762163963250153267395NET Important
********74%74%85%90%83%69%72%75%

ababab
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

102**9**2139131113111313This is a negative to me
2%2%**2%**1%3%3%2%2%2%2%2%2%

This is not important to
me - don't mind if not

2314**35**103721352835293537offered
6%13%**8%**6%7%6%7%6%7%6%7%7%

b

This is mandatory to me
21066**230**84266197271250268243265276- a must have

50%63%**52%**51%52%54%52%51%52%52%52%52%

b

This is a ‘nice to have’
, but I can live without

7113**65**248254858383778385it being offered
17%13%**15%**15%16%15%16%17%16%17%16%16%

This is a 'great to
have' - makes a
difference and can sway

10910**105**4511081119115118108116119my decision
26%9%**24%**27%22%22%23%24%23%23%23%22%

a

31976**334**129376278390365387350380395NET Important
75%72%**75%**78%74%77%75%75%75%75%74%75%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

7613**--76-****-13This is a negative to me
3%2%3%**-%-%2%6%-%****-%2%

bc

This is not important to
me - don't mind if not

211633**363015****337offered
8%6%9%**3%7%8%1%5%****3%7%

aa

This is mandatory to me
154122179**65481705275****81276- a must have

57%47%47%**63%61%48%59%65%****66%52%

accbb

This is a ‘nice to have’
, but I can live without

384760**2012611116****1685it being offered
14%18%16%**19%15%17%13%14%****13%16%

This is a 'great to
have' - makes a
difference and can sway

526799**1513891819****23119my decision
19%26%26%**15%16%25%20%16%****19%22%

ab

206189278**80612597094****104395NET Important
76%73%72%**78%77%72%79%81%****84%75%

c
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**12****--**-******13This is a negative to me
**2%4%****-%-%**-%******2%

adfg

This is not important to
me - don't mind if not

***5****31**2******37offered
**1%9%****12%1%**7%******7%

efkabdefgijklaefk

This is mandatory to me
**3627****1336**22******276- a must have
**66%47%****46%63%**59%******52%

ghilhl

This is a ‘nice to have’
, but I can live without

**711****810**8******85it being offered
**14%20%****27%17%**23%******16%

e

This is a 'great to
have' - makes a
difference and can sway

**1011****411**4******119my decision
**18%19%****16%19%**12%******22%

cdfgkcdgcdgk

**4638****1746**26******395NET Important
**83%67%****61%82%**71%******75%

cghghghgh
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

4-4513This is a negative to me
3%-%3%4%2%

c

This is not important to
me - don't mind if not

8174937offered
6%15%2%7%7%

abd

This is mandatory to me
75489163276- a must have
53%42%60%50%52%

c

This is a ‘nice to have’
, but I can live without

2219232185it being offered
16%17%16%16%16%

This is a 'great to
have' - makes a
difference and can sway

31302829119my decision
22%26%19%23%22%

1067811992395NET Important
76%69%79%73%75%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******16******77This is a negative to me
******1%3%*%****1%1%1%

This is not important to
me - don't mind if not

******7151****13536offered
******5%8%5%****5%7%7%

bc

This is mandatory to me
******689810****5247257- a must have
******46%49%49%****46%48%48%

This is a ‘nice to have’
, but I can live without

******24364****298102it being offered
******17%18%19%****17%19%19%

This is a 'great to
have' - makes a
difference and can sway

******46445****4123128my decision
******31%22%27%****31%24%24%

e

******11514215****9370385NET Important
******78%71%76%****77%73%73%

e
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

--*7******1****-****7This is a negative to me
-%-%*%2%******1%****-%****1%

This is not important to
me - don't mind if not

21329******2****9****36offered
8%4%13%6%******2%****10%****7%

fhh

This is mandatory to me
10139225******48****51****257- a must have
41%45%32%50%******55%****56%****48%

kajklmkk

This is a ‘nice to have’
, but I can live without

38387******18****17****102it being offered
13%29%11%19%******21%****19%****19%

gkm

This is a 'great to
have' - makes a
difference and can sway

10612100******18****14****128my decision
38%22%44%22%******20%****16%****24%

cfgjcfghjl

201921325******66****65****385NET Important
79%67%76%72%******75%****71%****73%

ajl
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-7*74****2****-**7This is a negative to me
-%1%*%2%2%****1%****-%**1%

This is not important to
me - don't mind if not

72812246****12****7**36offered
15%6%11%6%3%****6%****13%**7%

aahh

This is mandatory to me
212364820994****94****29**257- a must have
43%49%44%50%48%****49%****52%**48%

This is a ‘nice to have’
, but I can live without

695247842****39****10**102it being offered
13%20%22%19%21%****20%****18%**19%

This is a 'great to
have' - makes a
difference and can sway

141152410452****46****10**128my decision
28%24%23%25%26%****24%****18%**24%

3535072313146****139****39**385NET Important
72%73%67%74%74%****72%****70%**73%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

--7**77This is a negative to me
-%-%3%**1%1%

c

This is not important to
me - don't mind if not

12418**3436offered
6%5%7%**7%7%

This is mandatory to me
9845108**243257- a must have
51%50%45%**48%48%

This is a ‘nice to have’
, but I can live without

302348**96102it being offered
16%26%20%**19%19%

c

This is a 'great to
have' - makes a
difference and can sway

521858**128128my decision
27%20%24%**25%24%

15063166**371385NET Important
78%70%69%**73%73%

a
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

124****7************167This is a negative to me
1%1%3%****1%************1%1%1%

This is not important to
me - don't mind if not

31122****35************33336offered
2%4%20%****7%************2%8%7%

bcb

This is mandatory to me
6615139****239************48191257- a must have
51%52%36%****48%************47%48%48%

aaai

This is a ‘nice to have’
, but I can live without

255126****96************1977102it being offered
19%17%24%****19%************19%19%19%

This is a 'great to
have' - makes a
difference and can sway

357617****125************3194128my decision
27%26%16%****25%************30%23%24%

j

10122857****363************79284385NET Important
77%78%53%****72%************77%71%73%

aa
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************21274447This is a negative to me
************1%*%1%1%1%1%1%1%

This is not important to
me - don't mind if not

************192553620132036offered
************5%6%3%7%5%5%6%7%

This is mandatory to me
************16718176257184144153257- a must have
************48%47%51%48%48%50%47%48%

This is a ‘nice to have’
, but I can live without

************707623102765063102it being offered
************20%20%15%19%20%17%19%19%

This is a 'great to
have' - makes a
difference and can sway

************919844128997589128my decision
************26%26%29%24%26%26%27%24%

************258278120385283218242385NET Important
************74%73%80%73%74%77%74%73%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

***2-1**************77This is a negative to me
***%2%-%1%**************1%1%

This is not important to
me - don't mind if not

**13610**************3636offered
**2%3%5%10%**************7%7%

cd

This is mandatory to me
**30545247**************249257- a must have
**54%53%44%46%**************48%48%

This is a ‘nice to have’
, but I can live without

**12192620**************100102it being offered
**21%18%22%19%**************19%19%

This is a 'great to
have' - makes a
difference and can sway

**13243325**************128128my decision
**23%24%28%24%**************25%24%

**44788572**************377385NET Important
**77%77%73%70%**************73%73%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**4**75**3**-2147This is a negative to me
**1%**1%2%**1%**-%2%1%2%1%

This is not important to
me - don't mind if not

**20**3624**12**1552436offered
**5%**7%10%**4%**3%4%4%10%7%

a

This is mandatory to me
**184**236106**145**235955113257- a must have
**48%**47%46%**50%**53%49%47%48%48%

This is a ‘nice to have’
, but I can live without

**76**9843**57**12192445102it being offered
**20%**20%18%**20%**28%16%20%19%19%

This is a 'great to
have' - makes a
difference and can sway

**98**12053**72**7363249128my decision
**26%**24%23%**25%**17%29%28%21%24%

**282**356159**217**309587163385NET Important
**74%**72%69%**75%**70%78%74%69%73%

a
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**242-7**---7This is a negative to me
**3%1%1%-%2%**-%-%-%1%

This is not important to
me - don't mind if not

**3206-36**1-436offered
**5%6%4%-%8%**1%-%6%7%

bb

This is mandatory to me
**241378641216**453542257- a must have
**38%44%51%59%47%**51%54%54%48%

a

This is a ‘nice to have’
, but I can live without

**1563231587**23818102it being offered
**24%20%14%21%19%**26%13%23%19%

This is a 'great to
have' - makes a
difference and can sway

**19875014114**202213128my decision
**29%28%30%20%25%**22%33%17%24%

a

**4322413555330**645755385NET Important
**68%72%81%79%72%**73%87%72%73%

bca
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**13744**-52**-427This is a negative to me
**1%1%1%1%1%**-%1%1%**-%1%2%1%

This is not important to
me - don't mind if not

**917361320**5368**313336offered
**4%5%7%5%6%**5%9%2%**5%5%2%7%

a

This is mandatory to me
**118147257144153**51154198**2512684257- a must have
**47%47%48%51%47%**46%41%54%**41%48%59%48%

bbc

This is a ‘nice to have’
, but I can live without

**54611024863**248460**124718102it being offered
**22%19%19%17%19%**21%22%16%**20%18%13%19%

a

This is a 'great to
have' - makes a
difference and can sway

**66861287489**319798**207135128my decision
**27%27%24%26%27%**28%26%27%**33%27%25%24%

**184234385218242**82252296**45196118385NET Important
**74%74%73%77%74%**74%67%81%**75%75%84%73%

bb
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********43--4527This is a negative to me
********1%1%-%-%1%2%1%1%

This is not important to
me - don't mind if not

********9171-7133036offered
********4%6%2%-%2%6%8%7%

cdcd

This is mandatory to me
********110129183517099164257- a must have
********46%44%38%50%57%45%45%48%

abe

This is a ‘nice to have’
, but I can live without

********53621415476073102it being offered
********22%21%30%21%16%27%20%19%

cac

This is a 'great to
have' - makes a
difference and can sway

********63831421724399128my decision
********26%28%30%29%24%20%27%24%

b

********1732123155242142263385NET Important
********72%72%68%79%80%64%71%73%

babe
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

7-**5**-76757677This is a negative to me
2%-%**1%**-%1%2%1%1%1%1%1%1%

This is not important to
me - don't mind if not

297**31**33617342934273436offered
7%6%**7%**2%7%5%6%6%6%6%7%7%

c

This is mandatory to me
19760**212**78244186255234248226245257- a must have

46%57%**48%**47%48%51%49%48%48%48%48%48%

This is a ‘nice to have’
, but I can live without

8517**81**339961100971008899102it being offered
20%16%**18%**20%20%17%19%20%19%19%19%19%

This is a 'great to
have' - makes a
difference and can sway

10722**114**5112292127122128120126128my decision
25%21%**26%**31%24%25%24%25%25%26%25%24%

30382**326**129366278382356376347372385NET Important
72%77%**74%**78%72%77%73%73%73%74%73%73%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

447**--52-****-7This is a negative to me
1%1%2%**-%-%1%3%-%****-%1%

This is not important to
me - don't mind if not

171930**232844****436offered
6%7%8%**2%4%8%5%3%****3%7%

This is mandatory to me
143114163**63371605367****66257- a must have

52%44%42%**62%47%45%60%57%****54%48%

ccb

This is a ‘nice to have’
, but I can live without

564683**1522671218****23102it being offered
20%18%22%**15%29%19%14%16%****18%19%

bab

This is a 'great to
have' - makes a
difference and can sway

5475102**2115971627****31128my decision
20%29%26%**21%20%27%19%24%****25%24%

bb

197188265**85532577094****97385NET Important
72%73%69%**83%67%72%79%81%****79%73%

cc
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**11****--**-******7This is a negative to me
**2%2%****-%-%**-%******1%

This is not important to
me - don't mind if not

**21****31**2******36offered
**3%2%****10%2%**6%******7%

abcdefgijk

l

This is mandatory to me
**3426****1034**22******257- a must have
**62%45%****37%60%**61%******48%

aghaghaghah

This is a ‘nice to have’
, but I can live without

**715****1013**8******102it being offered
**13%26%****35%24%**21%******19%

bbeklb

This is a 'great to
have' - makes a
difference and can sway

**1114****59**4******128my decision
**20%25%****18%15%**12%******24%

cdfcdfddcdfg

**4540****1542**27******385NET Important
**82%70%****55%74%**73%******73%

ghghghghhhghh
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

3-227This is a negative to me
2%-%1%2%1%

This is not important to
me - don't mind if not

41561036offered
3%13%4%8%7%

bd

This is mandatory to me
73418161257- a must have
52%36%54%49%48%

ccc

This is a ‘nice to have’
, but I can live without

25273119102it being offered
18%24%20%15%19%

This is a 'great to
have' - makes a
difference and can sway

35312933128my decision
25%27%19%26%24%

1087211194385NET Important
77%63%74%75%73%

c
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******43-****-99This is a negative to me
******3%2%-%****-%2%2%

This is not important to
me - don't mind if not

******-101*****2324offered
******-%5%4%****3%5%4%

bbb

This is mandatory to me
******859810****5273283- a must have
******58%49%47%****45%54%53%

eee

This is a ‘nice to have’
, but I can live without

******14394****27377it being offered
******10%20%20%****20%14%14%

abcb

This is a 'great to
have' - makes a
difference and can sway

******44496****4132137my decision
******30%24%29%****32%26%26%

******12914615****9405420NET Important
******88%73%76%****78%79%79%

eaee
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

---9******2****1****9This is a negative to me
-%-%-%2%******3%****1%****2%

This is not important to
me - don't mind if not

15-18******5****5****24offered
3%17%-%4%******5%****6%****4%

acfghjkm

This is mandatory to me
111411246******53****44****283- a must have
43%51%41%55%******61%****49%****53%

kackmacjklmkm

This is a ‘nice to have’
, but I can live without

52565******10****17****77it being offered
18%8%19%14%******12%****18%****14%

ggg

This is a 'great to
have' - makes a
difference and can sway

9711110******16****23****137my decision
36%24%40%25%******19%****26%****26%

fghjfghjfh

202122356******70****68****420NET Important
79%75%81%79%******80%****75%****79%

cjl
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

-9185****-****2**9This is a negative to me
-%2%1%2%3%****-%****4%**2%

ee

This is not important to
me - don't mind if not

2212226****8****4**24offered
5%4%2%5%3%****4%****6%**4%

This is mandatory to me
192645822599****98****39**283- a must have
39%55%54%53%50%****51%****70%**53%

bdeh

This is a ‘nice to have’
, but I can live without

1265195825****30****6**77it being offered
25%13%18%14%13%****16%****10%**14%

abeh

This is a 'great to
have' - makes a
difference and can sway

151222711061****55****5**137my decision
31%25%26%26%31%****29%****10%**26%

bdbd

3438685335160****153****44**420NET Important
71%80%79%79%81%****80%****79%**79%

ddd
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

2-7**99This is a negative to me
1%-%3%**2%2%

This is not important to
me - don't mind if not

8-15**2424offered
4%-%6%**5%4%

b

This is mandatory to me
9759120**267283- a must have
51%65%50%**53%53%

ac

This is a ‘nice to have’
, but I can live without

271732**7177it being offered
14%19%14%**14%14%

This is a 'great to
have' - makes a
difference and can sway

591464**137137my decision
31%16%27%**27%26%

bb

15673184**404420NET Important
81%81%77%**80%79%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

144****9************189This is a negative to me
1%1%3%****2%************1%2%2%

This is not important to
me - don't mind if not

5613****23************31924offered
3%2%12%****4%************3%5%4%

bc

This is mandatory to me
7116645****264************53211283- a must have
55%57%42%****53%************52%53%53%

a

This is a ‘nice to have’
, but I can live without

143329****73************116377it being offered
11%11%27%****15%************10%16%14%

bc

This is a 'great to
have' - makes a
difference and can sway

398217****133************3499137my decision
30%28%16%****26%************33%25%26%

aaj

11024763****397************87310420NET Important
85%85%58%****79%************85%78%79%

aa
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************52197579This is a negative to me
************2%1%1%2%2%2%2%2%

This is not important to
me - don't mind if not

************81422485724offered
************2%4%1%4%2%2%2%4%

bce

This is mandatory to me
************19120879283207157179283- a must have
************55%55%52%53%54%55%55%53%

This is a ‘nice to have’
, but I can live without

************5256127758404777it being offered
************15%15%8%14%15%14%14%14%

eeeee

This is a 'great to
have' - makes a
difference and can sway

************93102561371027987137my decision
************27%27%38%26%27%28%27%26%

abcdf

************284309135420309235267420NET Important
************81%81%90%79%81%83%81%79%

abcdf
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**14-1**************99This is a negative to me
**2%4%-%1%**************2%2%

b

This is not important to
me - don't mind if not

**12-5**************2424offered
**1%2%-%5%**************5%4%

b

This is mandatory to me
**37506851**************276283- a must have
**66%50%58%50%**************53%53%

ac

This is a ‘nice to have’
, but I can live without

**4211023**************7477it being offered
**7%20%9%23%**************14%14%

bdbd

This is a 'great to
have' - makes a
difference and can sway

**13243922**************137137my decision
**23%24%33%22%**************26%26%

**507510774**************413420NET Important
**90%73%91%71%**************79%79%

acac
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**7**95**4**-4149This is a negative to me
**2%**2%2%**1%**-%4%1%2%2%

This is not important to
me - don't mind if not

**8**2315**8**2181124offered
**2%**5%7%**3%**5%1%7%5%4%

acc

This is mandatory to me
**207**258114**161**276365121283- a must have
**54%**52%50%**56%**62%52%55%52%53%

a

This is a ‘nice to have’
, but I can live without

**58**7637**40**512144677it being offered
**15%**15%16%**14%**13%10%12%19%14%

bc

This is a 'great to
have' - makes a
difference and can sway

**102**13158**76**9422954137my decision
**27%**26%25%**26%**20%34%25%23%26%

a

**309**389172**237**3510594175420NET Important
**81%**78%75%**82%**83%86%80%74%79%

aca
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**273-9**---9This is a negative to me
**3%2%2%-%2%**-%-%-%2%

This is not important to
me - don't mind if not

**171221**12124offered
**1%2%*%3%5%**1%4%2%4%

This is mandatory to me
**321639847235**593651283- a must have
**51%53%59%68%51%**67%56%66%53%

a

This is a ‘nice to have’
, but I can live without

**104722671**55677it being offered
**16%15%13%8%15%**6%7%7%14%

This is a 'great to
have' - makes a
difference and can sway

**18864314123**232220137my decision
**28%28%26%20%27%**26%33%25%26%

**5024814161359**825870420NET Important
**79%80%84%88%78%**93%89%91%79%

a
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**45957**-82**-539This is a negative to me
**2%1%2%2%2%**-%2%1%**-%2%2%2%

This is not important to
me - don't mind if not

**462457**1218**15124offered
**2%2%4%2%2%**1%6%2%**2%2%*%4%

bac

This is mandatory to me
**136163283154179**57178213**2513682283- a must have
**55%52%53%55%55%**51%47%58%**41%52%58%53%

bc

This is a ‘nice to have’
, but I can live without

**3553774047**166639**14401677it being offered
**14%17%14%14%14%**15%17%11%**24%15%11%14%

aa

This is a 'great to
have' - makes a
difference and can sway

**69881377987**36105103**207540137my decision
**28%28%26%28%27%**33%28%28%**33%29%28%26%

**206251420233266**93282316**45211121420NET Important
**82%80%79%82%81%**84%75%86%**74%81%86%79%

bbc
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********75--3659This is a negative to me
********3%2%-%-%1%3%1%2%

This is not important to
me - don't mind if not

********561-6151324offered
********2%2%1%-%2%7%4%4%

cd

This is mandatory to me
********1241462439178115181283- a must have
********52%50%54%56%59%52%49%53%

a

This is a ‘nice to have’
, but I can live without

********385391034376577it being offered
********16%18%20%14%11%17%18%14%

c

This is a 'great to
have' - makes a
difference and can sway

********668412218147104137my decision
********28%29%25%30%27%21%28%26%

********1902303660258162285420NET Important
********79%78%79%86%86%73%77%79%

bab
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

9-**7**-96979899This is a negative to me
2%-%**2%**-%2%2%2%1%2%2%2%2%

This is not important to
me - don't mind if not

195**15**42411242122182224offered
4%5%**3%**2%5%3%5%4%4%4%4%4%

This is mandatory to me
21568**238**97275210281263276254276283- a must have

51%64%**54%**58%54%58%54%54%53%54%54%53%

b

This is a ‘nice to have’
, but I can live without

6611**69**197643747077697777it being offered
16%10%**16%**11%15%12%14%14%15%15%15%14%

This is a 'great to
have' - makes a
difference and can sway

11621**114**4612592134126133120127137my decision
27%20%**26%**28%25%25%26%26%26%26%25%26%

33189**352**143399302415389410373403420NET Important
78%85%**79%**86%79%83%79%80%79%80%79%79%

b
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

459**-27--****-9This is a negative to me
2%2%2%**-%2%2%-%-%****-%2%

This is not important to
me - don't mind if not

17721**351352****224offered
6%3%5%**3%6%4%6%2%****2%4%

a

This is mandatory to me
141142187**70551724971****76283- a must have

52%55%49%**68%71%48%56%61%****62%53%

cab

This is a ‘nice to have’
, but I can live without

423563**6662910****977it being offered
15%14%16%**6%8%17%10%9%****7%14%

ac

This is a 'great to
have' - makes a
difference and can sway

6969105**23101032533****36137my decision
25%27%27%**23%13%29%28%28%****30%26%

cc

209211292**936527474104****112420NET Important
77%82%76%**91%83%77%84%90%****91%79%

c
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**12****--**-******9This is a negative to me
**2%4%****-%-%**-%******2%

This is not important to
me - don't mind if not

**11****3***-******24offered
**2%2%****10%*%**-%******4%

abdfjkbdfabdfjk

This is mandatory to me
**3333****1540**24******283- a must have
**60%57%****55%71%**66%******53%

iabchilil

This is a ‘nice to have’
, but I can live without

**511****48**8******77it being offered
**9%18%****14%13%**22%******14%

e

This is a 'great to
have' - makes a
difference and can sway

**1511****69**4******137my decision
**26%18%****21%15%**12%******26%

dfdfdfdfdfj

**4843****2149**28******420NET Important
**86%75%****76%87%**78%******79%

hhhh
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

5--49This is a negative to me
4%-%-%3%2%

bcbc

This is not important to
me - don't mind if not

4103724offered
3%9%2%6%4%

bd

This is mandatory to me
77519461283- a must have
55%45%63%48%53%

ac

This is a ‘nice to have’
, but I can live without

2022201477it being offered
14%20%13%11%14%

This is a 'great to
have' - makes a
difference and can sway

34313339137my decision
25%27%22%31%26%

11181127100420NET Important
79%72%85%80%79%

c
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
491747126155163254395384547Unweighted total
221041147199203512510530Weighted total

******59******2020This is a negative to me
******3%4%1%****1%4%4%

e

This is not important to
me - don't mind if not

******33544****3133137offered
******22%27%20%****23%26%26%

abc

This is mandatory to me
******38538****3144152- a must have
******26%27%38%****30%28%29%

a

This is a ‘nice to have’
, but I can live without

******35444****3103107it being offered
******24%22%21%****23%20%20%

This is a 'great to
have' - makes a
difference and can sway

******36404****3110114my decision
******25%20%22%****23%22%22%

******759312****6254266NET Important
******51%47%59%****53%50%50%

ea
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgf*e*dc*baSignificance Level: 95%
676467349284044612913682442547Unweighted total
252828448353955873610913461530Weighted total

-3116******2****3****20This is a negative to me
-%9%3%4%******3%****3%****4%

gmcfgjkm

This is not important to
me - don't mind if not

775118******19****34****137offered
27%23%18%26%******22%****38%****26%

agk

This is mandatory to me
486133******37****25****152- a must have

16%28%23%30%******43%****28%****29%

mmahjkm

This is a ‘nice to have’
, but I can live without

74888******15****11****107it being offered
28%14%28%20%******17%****12%****20%

cccfjl

This is a 'great to
have' - makes a
difference and can sway

77892******14****18****114my decision
29%25%27%20%******16%****20%****22%

111514225******51****43****266NET Important
45%54%50%50%******58%****48%****50%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6148613441320622111663897618547Unweighted total
494811074221972761923475610530Weighted total

31711912****6*******20This is a negative to me
6%4%1%4%6%****3%****1%**4%

This is not important to
me - don't mind if not

111261811952****34****18**137offered
22%26%17%28%26%****18%****32%**26%

beee

This is mandatory to me
151372812448****64****19**152- a must have
30%28%26%29%24%****33%****35%**29%

This is a ‘nice to have’
, but I can live without

6101317629****49****12**107it being offered
12%21%29%18%15%****26%****22%**20%

ah

This is a 'great to
have' - makes a
difference and can sway

1499298555****39****6**114my decision
30%21%27%20%28%****20%****11%**22%

b

2923757209103****103****25**266NET Important
60%49%53%49%52%****54%****45%**50%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1968525916531547Unweighted total
1929123922507530Weighted total

6113**1820This is a negative to me
3%1%5%**4%4%

This is not important to
me - don't mind if not

471965**131137offered
25%21%27%**26%26%

This is mandatory to me
673154**140152- a must have
35%34%23%**28%29%

aa

This is a ‘nice to have’
, but I can live without

341955**106107it being offered
18%20%23%**21%20%

This is a 'great to
have' - makes a
difference and can sway

382152**114114my decision
20%23%22%**22%22%

10552106**253266NET Important
54%57%44%**50%50%

aa
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
16829584939508-114330129379547Unweighted total
130291108228501-**2*26102400530Weighted total

4313****18************21620This is a negative to me
3%1%12%****4%************2%4%4%

bc

This is not important to
me - don't mind if not

207740****135************18117137offered
15%27%37%****27%************18%29%26%

ccbcjbcj

This is mandatory to me
557818****132************3596152- a must have
43%27%17%****26%************34%24%29%

ababiabia

This is a ‘nice to have’
, but I can live without

315818****104************2976107it being offered
24%20%17%****21%************28%19%20%

acj

This is a 'great to
have' - makes a
difference and can sway

207519****112************1894114my decision
15%26%18%****22%************18%24%22%

ccjcj

7515338****244************53191266NET Important
58%53%35%****49%************52%48%50%

aaabiabi
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-5371328377415183547433344378547Unweighted total
-421619349381150530382285327530Weighted total

************12912015101420This is a negative to me
************3%2%1%4%4%3%4%4%

eee

This is not important to
me - don't mind if not

************868230137967179137offered
************25%22%20%26%25%25%24%26%

This is mandatory to me
************104126511521169799152- a must have
************30%33%34%29%30%34%30%29%

This is a ‘nice to have’
, but I can live without

************747928107754960107it being offered
************21%21%19%20%20%17%18%20%

This is a 'great to
have' - makes a
difference and can sway

************748540114805875114my decision
************21%22%27%22%21%21%23%22%

************17821091266196156173266NET Important
************51%55%61%50%51%55%53%50%

cd
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5101118124855-23-57530547Unweighted total
4561021171033-12-25520530Weighted total

**2625**************2020This is a negative to me
**4%6%2%5%**************4%4%

This is not important to
me - don't mind if not

**11194027**************137137offered
**19%18%34%26%**************26%26%

cd

This is mandatory to me
**26323622**************145152- a must have
**46%31%31%22%**************28%29%

abc

This is a ‘nice to have’
, but I can live without

**8231728**************105107it being offered
**14%22%15%27%**************20%20%

bd

This is a 'great to
have' - makes a
difference and can sway

**10232221**************113114my decision
**18%22%19%20%**************22%22%

**36555844**************258266NET Important
**64%54%49%42%**************50%50%

ab
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
243144503250172801155120118243547Unweighted total
*38133496230112881243122118235530Weighted total

**15**2014**5**-321520This is a negative to me
**4%**4%6%**2%**-%2%1%7%4%

ab

This is not important to
me - don't mind if not

**96**13469**65**2313173137offered
**25%**27%30%**22%**6%25%27%31%26%

baddd

This is mandatory to me
**115**14050**97**24323951152- a must have
**30%**28%22%**34%**56%26%33%22%29%

cabca

This is a ‘nice to have’
, but I can live without

**75**10145**59**6301948107it being offered
**20%**20%20%**20%**14%25%17%20%20%

This is a 'great to
have' - makes a
difference and can sway

**80**10251**63**10272648114my decision
**21%**21%22%**22%**24%22%22%20%22%

a

**195**242101**159**34586599266NET Important
**51%**49%44%**55%**80%48%55%42%50%

acabca
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1713631777747041007472547Unweighted total
*64309167704604886577530Weighted total

**6149-20**---20This is a negative to me
**9%5%6%-%4%**-%-%-%4%

This is not important to
me - don't mind if not

**1672388129**19719137offered
**26%23%23%11%28%**21%11%24%26%

bb

This is mandatory to me
**19935030122**342330152- a must have
**30%30%30%43%27%**38%35%39%29%

a

This is a ‘nice to have’
, but I can live without

**958301394**201815107it being offered
**14%19%18%19%20%**22%28%19%20%

This is a 'great to
have' - makes a
difference and can sway

**1372391995**161714114my decision
**21%23%23%27%21%**18%26%18%22%

**321658949217**504044266NET Important
**51%53%54%70%47%**56%61%57%50%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 77  (continuation)                                                                                                                                                   Page 1363

Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
152953545473413771120391372176316159547Unweighted total
12249315530282327*111377366*60260141530Weighted total

**814201014**21711**210620This is a negative to me
**3%5%4%3%4%**2%4%3%**4%4%5%4%

This is not important to
me - don't mind if not

**56781377179**2210183**186433137offered
**23%25%26%25%24%**20%27%23%**30%25%24%26%

This is mandatory to me
**75961529599**3798105**128740152- a must have
**30%30%29%34%30%**34%26%29%**20%33%28%29%

c

This is a ‘nice to have’
, but I can live without

**52651074960**257383**144633107it being offered
**21%20%20%17%18%**22%19%23%**24%18%23%20%

This is a 'great to
have' - makes a
difference and can sway

**58631145875**258884**145329114my decision
**23%20%22%21%23%**23%23%23%**23%20%20%22%

**134158266153173**62186189**2614069266NET Important
**54%50%50%54%53%**56%49%52%**43%54%49%50%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
41411182863385869309254382547Unweighted total
5167172392944670301220369530Weighted total

********1014229131720This is a negative to me
********4%5%5%3%3%6%5%4%

This is not important to
me - don't mind if not

********5671814715296137offered
********23%24%18%20%24%24%26%26%

This is mandatory to me
********67931927906595152- a must have
********28%32%41%39%30%30%26%29%

aa

This is a ‘nice to have’
, but I can live without

********5054514694670107it being offered
********21%18%11%20%23%21%19%20%

This is a 'great to
have' - makes a
difference and can sway

********56621113624491114my decision
********23%21%24%19%21%20%25%22%

********1231553040152110186266NET Important
********51%53%66%57%50%50%50%50%

abc
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
446101134691185524372542514537493531547Unweighted total
42410515443*165508362522487517467511530Weighted total

173**15**32016201620162020This is a negative to me
4%3%**3%**2%4%5%4%3%4%3%4%4%

This is not important to
me - don't mind if not

11621**118**3613287133128135113131137offered
27%20%**27%**22%26%24%25%26%26%24%26%26%

This is mandatory to me
10547**120**57146108151136145137144152- a must have

25%45%**27%**34%29%30%29%28%28%29%28%29%

b

This is a ‘nice to have’
, but I can live without

9017**88**341077210510110797107107it being offered
21%16%**20%**21%21%20%20%21%21%21%21%20%

This is a 'great to
have' - makes a
difference and can sway

9617**103**3510478114106110105109114my decision
23%17%**23%**21%20%22%22%22%21%23%21%22%

20164**222**92250186265242255242253266NET Important
47%61%**50%**55%49%51%51%50%49%52%49%50%

b
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
26328440045998236893119274121547Unweighted total
272257385411027835788116264123530Weighted total

71319***6122-****-20This is a negative to me
2%5%5%***%8%3%3%-%****-%4%

a

This is not important to
me - don't mind if not

6770107**17151011822****22137offered
25%27%28%**17%20%28%20%19%****18%26%

a

This is mandatory to me
846895**4331853444****43152- a must have
31%26%25%**42%40%24%38%38%****35%29%

cbb

This is a ‘nice to have’
, but I can live without

584977**2218721822****30107it being offered
21%19%20%**21%23%20%20%19%****24%20%

This is a 'great to
have' - makes a
difference and can sway

575786**218871729****28114my decision
21%22%22%**20%10%24%19%25%****23%22%

c

141125181**64391725172****71266NET Important
52%48%47%**62%50%48%57%62%****58%50%

c
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
365152343353514952434449547Unweighted total
275557543128575637504827530Weighted total

**33****-5**-******20This is a negative to me
**5%4%****-%8%**-%******4%

acdgildg

This is not important to
me - don't mind if not

**1713****1011**3******137offered
**30%23%****35%20%**8%******26%

ddeddeddedefd

This is mandatory to me
**1721****913**19******152- a must have
**30%37%****34%22%**53%******29%

ibiiabfilabcfghikl

This is a ‘nice to have’
, but I can live without

**815****216**6******107it being offered
**14%25%****9%28%**16%******20%

cegcegcdeghkceggceg

This is a 'great to
have' - makes a
difference and can sway

**116****613**9******114my decision
**20%11%****23%22%**23%******22%

jjhj

**2827****1625**28******266NET Important
**50%47%****56%44%**76%******50%

iiiiabcfhijkliabcfghijkli
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
139120152136547Unweighted total
140114150126530Weighted total

657220This is a negative to me
4%5%5%2%4%

This is not important to
me - don't mind if not

37412238137offered
26%36%14%30%26%

bbb

This is mandatory to me
43235827152- a must have
31%21%39%21%29%

ac

This is a ‘nice to have’
, but I can live without

30262724107it being offered
21%23%18%19%20%

This is a 'great to
have' - makes a
difference and can sway

25183635114my decision
18%16%24%27%22%

c

68429561266NET Important
49%37%63%49%50%

acd
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
6618621701922142858128498712Unweighted total
241053205260274716686713Weighted total

Royal Mail signed for
16**3813821022**6135075291st Class
69%**70%68%81%80%**85%78%74%74%

be

Royal Mail signed for
2**9511048**252112192nd Class
9%**18%25%40%30%**30%28%31%31%

ebce

14**3411316614**38416429Royal Mail Tracked
58%**64%55%64%50%**42%51%61%60%

ce

Special delivery - Next
7**2710112412**46325338Day (by 1pm)

29%**51%49%48%45%**55%38%47%47%

eeeb

Special delivery - Next
4**2660837**14205212Day (by 9am)

17%**49%29%32%25%**19%27%30%30%

abee

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

5**1748476**23137143SPECIFY)
22%**32%23%18%22%**25%20%20%20%

a

1***971**-12021None of these
3%***%5%3%2%**-%3%3%3%

2**---*****23Don't know
9%**-%-%-%1%**1%1%*%*%

abc

-**----**----Refused
-%**-%-%-%-%**-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
639280477384855835418933157712Unweighted total
25353262148536912064201304275713Weighted total

Royal Mail signed for
142524466****508956**89**605291st Class
56%73%75%75%****72%74%88%**69%**80%74%

mmmmcgjlmm

Royal Mail signed for
9128190****223923**33**302192nd Class

34%35%25%31%****32%32%36%**26%**40%31%

bbbb

142018376****426837**87**37429Royal Mail Tracked
57%59%58%61%****62%56%57%**67%**49%60%

a

Special delivery - Next
121614296****315125**76**32338Day (by 1pm)
46%47%44%48%****46%43%38%**59%**43%47%

efe

Special delivery - Next
6914183****182619**58**16212Day (by 9am)

23%27%43%29%****27%22%29%**45%**21%30%

afhjlmafghjlm

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

465128****24268**21**13143SPECIFY)
17%17%16%21%****35%21%12%**16%**17%20%

acejklm

1-217****1101**2***21None of these
6%-%6%3%****2%8%2%**1%***%3%

llacjl

-1-2****---**2**-3Don't know
-%2%-%*%****-%-%-%**2%**-%*%

----****---**-**--Refused
-%-%-%-%****-%-%-%**-%**-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
85627172540279541518947129022712Unweighted total
6764615056327658922536127714713Weighted total

Royal Mail signed for
5247710842121047**160****51**5291st Class
78%74%72%75%76%80%**71%****67%**74%

Royal Mail signed for
21198461739712**69****23**2192nd Class
31%31%31%31%35%20%**31%****31%**31%

g

383918134816944**130****42**429Royal Mail Tracked
56%61%54%62%61%76%**58%****54%**60%

bdeh

Special delivery - Next
253137626213029**101****39**338Day (by 1pm)
37%48%50%47%47%50%**45%****51%**47%

Special delivery - Next
24187411718222**58****24**212Day (by 9am)
36%29%27%30%30%38%**26%****31%**30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

713641102403**58****33**143SPECIFY)
11%21%27%18%15%6%**26%****43%**20%

baddghdegh

4174176-**12****3**21None of these
5%3%3%3%2%-%**5%****3%**3%

-3-3-***2*******3Don't know
-%*%-%*%-%*%**1%*****%***%

------**-****-**-Refused
-%-%-%-%-%-%**-%****-%**-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
24012034221691712Unweighted total
23613532731683713Weighted total

Royal Mail signed for
165107248**5025291st Class

70%79%76%**74%74%

Royal Mail signed for
804687**2002192nd Class
34%34%26%**29%31%

13782201**409429Royal Mail Tracked
58%61%61%**60%60%

Special delivery - Next
11271144**325338Day (by 1pm)

47%53%44%**48%47%

Special delivery - Next
744392**203212Day (by 9am)
31%32%28%**30%30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

643046**141143SPECIFY)
27%22%14%**21%20%

aa

9*12**2121None of these
4%*%4%**3%3%

bb

12***33Don't know
*%1%*%***%*%

a

---**--Refused
-%-%-%**-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
2153571401041671-115331174497712Unweighted total
175365174228686-**2*25147539713Weighted total

Royal Mail signed for
127268134****513************1114025291st Class

73%73%77%****75%************76%75%74%

cjcjcj

Royal Mail signed for
6311739****213************571562192nd Class
36%32%22%****31%************39%29%31%

aaaij

106221102****412************89323429Royal Mail Tracked
61%61%59%****60%************60%60%60%

Special delivery - Next
7818970****327************67259338Day (by 1pm)
45%52%40%****48%************46%48%47%

a

Special delivery - Next
5411047****201************44158212Day (by 9am)
31%30%27%****29%************30%29%30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

587312****130************4585143SPECIFY)
33%20%7%****19%************31%16%20%

abaabiaiai

5106****21************41621None of these
3%3%3%****3%************3%3%3%

2-1****2************213Don't know
1%-%*%*****%************1%*%*%

ba

---****-************---Refused
-%-%-%****-%************-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-3361435548506229490609459539712Unweighted total
-323722554484209485592429511713Weighted total

Royal Mail signed for
************4143601493464473223935291st Class
************75%74%71%71%76%75%77%74%

ad

Royal Mail signed for
************171153701651871451512192nd Class
************31%32%34%34%32%34%29%31%

************334293144293362268320429Royal Mail Tracked
************60%61%69%60%61%62%63%60%

acdf

Special delivery - Next
************260240114232279222235338Day (by 1pm)
************47%50%55%48%47%52%46%47%

a

Special delivery - Next
************16615968141180145161212Day (by 9am)
************30%33%32%29%30%34%32%30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

************105104411291098889143SPECIFY)
************19%22%19%27%18%20%17%20%

abce

************181841818111421None of these
************3%4%2%4%3%3%3%3%

************21313313Don't know
*************%*%1%*%*%1%*%*%

************--------Refused
************-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31231541741556-24-37474712Unweighted total
2801391931783-12-*4478713Weighted total

Royal Mail signed for
**64103148131**************3415291st Class
**79%74%77%73%**************71%74%

Royal Mail signed for
**32446148**************1642192nd Class
**40%32%32%27%**************34%31%

a

**4684124108**************288429Royal Mail Tracked
**57%60%64%61%**************60%60%

Special delivery - Next
**33679979**************231338Day (by 1pm)
**41%48%51%44%**************48%47%

Special delivery - Next
**21485455**************141212Day (by 9am)
**26%34%28%31%**************29%30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

**14293531**************126143SPECIFY)
**17%20%18%17%**************26%20%

**3726**************1821None of these
**4%5%1%3%**************4%3%

b

**21*-**************13Don't know
**3%*%*%-%***************%*%

ab

**----**************--Refused
**-%-%-%-%**************-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
76029761520119270106212993196712Unweighted total
4588926211861228794914094193713Weighted total

Royal Mail signed for
**44747482135**200**31107641405291st Class
**76%51%78%73%**70%**64%76%68%72%74%

b

Royal Mail signed for
**1861820158**98**106034572192nd Class
**32%19%32%31%**34%**21%43%36%30%31%

badd

**36241388123**162**308661110429Royal Mail Tracked
**62%45%62%66%**56%**61%62%65%57%60%

ba

Special delivery - Next
**2782930889**135**21745676338Day (by 1pm)
**47%32%50%48%**47%**42%53%59%40%47%

baad

Special delivery - Next
**1801619558**80**16403050212Day (by 9am)
**31%18%31%31%**28%**32%28%32%26%30%

b

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

**106449935**92**19413134143SPECIFY)
**18%48%16%19%**32%**38%29%33%18%20%

acaaa

**188138**9**352921None of these
**3%9%2%4%**3%**6%3%2%5%3%

a

**3*21******--13Don't know
***%*%*%*%***%***%-%-%*%*%

**----**-**-----Refused
**-%-%-%-%**-%**-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1034873941393511514714052712Unweighted total
-904653881373491314913564713Weighted total

Royal Mail signed for
**6635731385261**10483475291st Class
**73%77%81%62%75%**70%61%74%74%

b

Royal Mail signed for
**3313911237128**4735252192nd Class
**37%30%29%27%37%**31%26%39%31%

b

**5829725874219**867338429Royal Mail Tracked
**64%64%67%54%63%**57%54%59%60%

Special delivery - Next
**4522519143189**554034338Day (by 1pm)
**50%48%49%32%54%**37%29%54%47%

bb

Special delivery - Next
**3414813134107**372818212Day (by 9am)
**38%32%34%25%31%**25%21%28%30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

**3184585376**605032143SPECIFY)
**34%18%15%39%22%**40%37%51%20%

aba

**3123135**913-21None of these
**4%3%1%9%2%**6%9%-%3%

aaa

***11*1****-3Don't know
***%*%*%*%*%***%*%-%*%

**-----**----Refused
**-%-%-%-%-%**-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
18364510418455538-128285457-98387325712Unweighted total
18349496412427511-118283454-83368310713Weighted total

Royal Mail signed for
**257396305320392**79219323**572792415291st Class
**74%80%74%75%77%**67%77%71%**69%76%78%74%

bc

Royal Mail signed for
**148139146143151**42117151**271251092192nd Class
**43%28%35%33%29%**36%41%33%**33%34%35%31%

aa

**208312258266320**79189275**50237207429Royal Mail Tracked
**60%63%63%62%63%**67%67%61%**61%64%67%60%

Special delivery - Next
**174233210220235**65130210**50188169338Day (by 1pm)
**50%47%51%51%46%**55%46%46%**61%51%55%47%

Special delivery - Next
**95164122143161**3486130**31131100212Day (by 9am)
**27%33%30%33%32%**29%30%29%**37%36%32%30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

**71801098688**4080121**307459143SPECIFY)
**20%16%26%20%17%**34%28%27%**36%20%19%20%

abab

**131781114**31017**39321None of these
**4%3%2%3%3%**3%4%4%**4%3%1%3%

***3131****1**2123Don't know
***%1%*%1%*%***%*%*%**2%*%1%*%

b

**-----**---**----Refused
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
42116203464624764294166279712Unweighted total
62312183264503966293152265713Weighted total

Royal Mail signed for
********246364**452141102255291st Class
********75%81%**69%73%72%85%74%

bcd

Royal Mail signed for
********148132**271041031022192nd Class
********45%29%**41%36%67%38%31%

aacacd

********204295**44203106178429Royal Mail Tracked
********63%66%**67%69%69%67%60%

Special delivery - Next
********161217**3416577139338Day (by 1pm)
********50%48%**52%56%50%52%47%

Special delivery - Next
********95149**22924385212Day (by 9am)
********29%33%**34%31%28%32%30%

b

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

********6572**24904771143SPECIFY)
********20%16%**37%31%31%27%20%

abc

********913**153421None of these
********3%3%**2%2%2%2%3%

*********1******3Don't know
*********%*%***%*%*%*%*%

********--**-----Refused
********-%-%**-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
588124166124256675513702644696629688712Unweighted total
580133255902243674518701625695624686713Weighted total

Royal Mail signed for
43099**452**1875053915184675194635155291st Class

74%74%**77%**77%75%75%74%75%75%74%75%74%

Royal Mail signed for
18039**178**882041672172002161942092192nd Class

31%30%**30%**36%30%32%31%32%31%31%30%31%

34287**356**167411323427380423390418429Royal Mail Tracked
59%66%**60%**69%61%62%61%61%61%62%61%60%

b

Special delivery - Next
27860**270**125319263336293333302327338Day (by 1pm)

48%45%**46%**52%47%51%48%47%48%48%48%47%

Special delivery - Next
17041**167**84200161212193208190207212Day (by 9am)

29%31%**28%**35%30%31%30%31%30%30%30%30%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

11033**121**65138119143137140127135143SPECIFY)
19%25%**20%**27%20%23%20%22%20%20%20%20%

b

173**15**71614201717151721None of these
3%3%**3%**3%2%3%3%3%2%2%3%3%

21**1**222222223Don't know
*%*%***%**1%*%*%*%*%*%*%*%*%

--**-**---------Refused
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
33937353652120108476125165476180712Unweighted total
34037354158112106487116175447190713Weighted total

Royal Mail signed for
26126841944647537378119****1285291st Class

77%72%77%76%57%71%77%68%68%****67%74%

aaa

Royal Mail signed for
129901641639411324445****542192nd Class

38%24%30%27%35%39%27%38%26%****28%31%

abb

2122173243371642956798****105429Royal Mail Tracked
62%58%60%57%63%61%61%58%56%****55%60%

Special delivery - Next
1591792642052402365965****70338Day (by 1pm)

47%48%49%35%46%38%48%51%37%****37%47%

c

Special delivery - Next
1001121751224231553442****44212Day (by 9am)

29%30%32%20%22%21%32%30%24%****23%30%

ac

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

756874204822893271****76143SPECIFY)
22%18%14%35%43%21%18%28%40%****40%20%

ccb

615111831436****1121None of these
2%4%2%2%8%3%3%3%3%****6%3%

cb

213---3-*****-3Don't know
1%*%*%-%-%-%1%-%*%****-%*%

---------****--Refused
-%-%-%-%-%-%-%-%-%****-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
355770525576666470585257712Unweighted total
306374846439748241726131713Weighted total

Royal Mail signed for
**44477556355859284143235291st Class
**70%64%90%87%88%78%72%67%57%70%73%74%

abcdejkbcdejkabcdejkc

Royal Mail signed for
**19193325212628814982192nd Class
**31%25%40%39%53%35%34%19%20%15%25%31%

bcdbcdabcdefjklbdb

**4029484332485525433213429Royal Mail Tracked
**63%40%57%68%82%65%67%61%60%53%43%60%

ajajajabcdefijkajajajj

Special delivery - Next
**3036362830244923223512338Day (by 1pm)
**47%48%43%45%76%32%59%55%30%57%40%47%

cabcdefhijkacfcfcf

l

Special delivery - Next
**181528242318321014186212Day (by 9am)
**28%20%33%37%60%24%39%25%19%29%18%30%

acjabcdefhijkacj

l

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

**161320158171311178*143SPECIFY)
**25%18%24%23%21%23%15%27%23%14%1%20%

aaaaaaaaaaa

**44*5**-121321None of these
**7%6%*%8%*%1%-%1%3%1%10%3%

eggefgibdefgi

**--------21*3Don't know
**-%-%-%-%-%-%-%-%3%1%*%*%

**------------Refused
**-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
162183200167712Unweighted total
166187197164713Weighted total

Royal Mail signed for
1141651441065291st Class

69%88%73%65%74%

abd

Royal Mail signed for
477962312192nd Class
29%42%31%19%31%

aabda

8912412889429Royal Mail Tracked
53%66%65%54%60%

adad

Special delivery - Next
79949569338Day (by 1pm)
48%50%48%42%47%

Special delivery - Next
39756037212Day (by 9am)
24%40%31%23%30%

ad

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

35434125143SPECIFY)
21%23%21%15%20%

951621None of these
5%3%1%4%3%

bb

---33Don't know
-%-%-%2%*%

-----Refused
-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
89409328033237445902398811255Unweighted total
362881322421455112811611206Weighted total

Standard Stamped Mail
19**4822530822**5148048251st Class
53%**59%70%73%48%**46%52%69%68%

ecedbcde

Standard Stamped Mail
17**3815223919**5126136322nd Class
47%**46%47%57%42%**44%43%53%52%

bbde

1st Class large letter
17**2111515712**38404416stamps
47%**26%36%37%27%**26%27%35%34%

cdbe

2nd Class large letter
9**12491129**35255263stamps

24%**15%15%27%19%**23%17%22%22%

bc

Franked / metered mail
8**1036914**47971111st Class

21%**12%11%2%30%**34%23%8%9%

abaaaaabceaba

Franked / metered mail
7**12291514**47961102nd Class

19%**15%9%3%32%**32%27%8%9%

abaaaaabceaa

***15111****2424PPI - PPI 2nd Class
*%**2%2%3%1%**2%1%2%2%

1**13141***12021PPI - PPI 1st Class
2%**2%1%3%2%**2%2%2%2%

b

-**13--**--77None of these
-%**2%1%-%-%**-%-%1%1%

a
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
1591631537806373971438431129551051255Unweighted total

5965601023889011320210535166801441206Weighted total

Standard Stamped Mail
39423570950587714865**126551078251st Class
66%65%59%69%57%65%68%73%63%**76%69%74%68%

ikikeiklik

Standard Stamped Mail
3733365275941569368**7335846322nd Class
63%50%60%51%67%46%50%46%65%**44%43%58%52%

bcfghjlbcfhbcfghjlbcfghjlc

1st Class large letter
1920193583027399230**533153416stamps
32%31%32%35%34%30%35%45%28%**32%38%37%34%

ddddddcdehjklmddd

2nd Class large letter
1414112241517335628**211537263stamps
23%22%19%22%17%19%29%28%27%**13%18%26%22%

cdcddcdcdcdcdcd

Franked / metered mail
6779151071019**178121111st Class

10%10%12%9%6%11%7%5%18%**10%10%8%9%

fafgij

Franked / metered mail
7968758111418**104141102nd Class

13%14%11%8%6%9%9%7%18%**6%5%9%9%

cjbcfij

*22212-223**63224PPI - PPI 2nd Class
*%3%3%2%2%-%2%1%3%**3%4%1%2%

m

111192*241**63-21PPI - PPI 1st Class
1%2%1%2%3%*%2%2%1%**3%3%-%2%

---7----1**13-7None of these
-%-%-%1%-%-%-%-%1%**1%4%-%1%

afklmafgjklm
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fedcbaSignificance Level: 95%
1451110349906563872925611330112571255Unweighted total
107109929491352497232921063083451206Weighted total

Standard Stamped Mail
7375220362235569**19184**54298251st Class
68%68%69%68%68%71%**66%79%**65%65%68%

abceh

Standard Stamped Mail
5957315248030539**15044**34326322nd Class
55%52%52%53%58%40%**51%41%**40%72%52%

bdgbcdegh

1st Class large letter
3737910331319454**8231**3017416stamps
34%35%35%34%37%56%**28%29%**37%39%34%

ceabcdehcc

2nd Class large letter
272365820514525**5115**1211263stamps
26%21%20%23%28%25%**17%15%**15%25%22%

bcdecc

Franked / metered mail
1010117944424**155**1411111st Class

9%9%6%10%8%25%**5%5%**17%3%9%

badehadeadeh

Franked / metered mail
810217924321**184**1531102nd Class
7%9%6%10%8%22%**6%4%**18%7%9%

badehdeh

123717124**6-**2-24PPI - PPI 2nd Class
1%2%2%2%2%4%**2%-%**3%-%2%

d

22061613-**5-**4-21PPI - PPI 1st Class
2%2%2%2%2%-%**2%-%**4%-%2%

dg

16-71-**6-**--7None of these
1%1%-%1%*%-%**2%-%**-%-%1%

h
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3201977254412111255Unweighted total
2821897186011461206Weighted total

Standard Stamped Mail
180125506**7758251st Class

64%66%70%**68%68%

ca

Standard Stamped Mail
149106367**5916322nd Class

53%56%51%**52%52%

a

1st Class large letter
9288232**393416stamps
33%46%32%**34%34%

ac

2nd Class large letter
7359127**242263stamps
26%31%18%**21%22%

aaa

Franked / metered mail
331858**1061111st Class
12%9%8%**9%9%

Franked / metered mail
322355**1061102nd Class
11%12%8%**9%9%

a

1456**2224PPI - PPI 2nd Class
5%2%1%**2%2%

a

1254**2121PPI - PPI 1st Class
4%3%1%**2%2%

aa

412**77None of these
1%1%*%**1%1%

a
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
2576623369371218-1143282209981255Unweighted total
1816254013201187-*21*1716110251206Weighted total

Standard Stamped Mail
97426302****817************897288251st Class
54%68%75%****69%************55%71%68%

cbcbjbj

Standard Stamped Mail
71352208****627************665616322nd Class
39%56%52%****53%************41%55%52%

ccbjbj

1st Class large letter
58253106****409************50358416stamps
32%40%26%****34%************31%35%34%

ac

2nd Class large letter
4117448****259************37223263stamps
22%28%12%****22%************23%22%22%

aa

Franked / metered mail
504912****104************43611111st Class
27%8%3%****9%************26%6%9%

abaaiaai

Franked / metered mail
59483****103************52511102nd Class
32%8%1%****9%************32%5%9%

abaaiaai

1212-****20************81224PPI - PPI 2nd Class
7%2%-%****2%************5%1%2%

abaabiai

9112****17************51221PPI - PPI 1st Class
5%2%*%****1%************3%1%2%

ababia

61-****5************317None of these
3%*%-%*****%************2%*%1%

ababiai
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1741633701124881376493125577411461255Unweighted total
264516481125815317446120669110921206Weighted total

Standard Stamped Mail
**********267885392103018254697628251st Class
**********54%70%66%66%67%68%68%70%68%

bc

Standard Stamped Mail
**********205974181642286323315866322nd Class
**********42%53%51%52%51%52%48%54%52%

bb

1st Class large letter
**********16392301112178416342366416stamps
**********33%35%37%35%40%34%49%33%34%

acacdef

2nd Class large letter
**********1524218582124263212219263stamps
**********31%22%23%26%28%22%31%20%22%

aacfacf

Franked / metered mail
**********1390815050111931021111st Class
**********28%8%10%16%11%9%13%9%9%

acacdfacf

Franked / metered mail
**********1487885348110871031102nd Class
**********28%8%11%17%11%9%13%9%9%

aacdfac

**********3172191424241724PPI - PPI 2nd Class
**********7%2%3%3%3%2%4%2%2%

aaac

**********41620101621211521PPI - PPI 1st Class
**********7%1%2%3%4%2%3%1%2%

aaaca

**********-74177537None of these
**********-%1%*%*%2%1%1%*%1%

acf
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62163113533694-22-574771255Unweighted total
51322833654212-1*-254371206Weighted total

Standard Stamped Mail
**63183271303**************2988251st Class
**48%65%74%72%**************68%68%

dcdcd

Standard Stamped Mail
**55158209206**************2256322nd Class
**42%56%57%49%**************51%52%

dad

1st Class large letter
**41118141116**************176416stamps
**31%42%39%27%**************40%34%

ada

2nd Class large letter
**36728667**************121263stamps
**28%25%24%16%**************28%22%

aaa

Franked / metered mail
**41382011**************501111st Class
**31%14%5%3%**************11%9%

abcab

Franked / metered mail
**41461310**************471102nd Class
**31%16%4%2%**************11%9%

abcab

**9564**************1024PPI - PPI 2nd Class
**7%2%2%1%**************2%2%

abc

**8274**************1221PPI - PPI 1st Class
**6%1%2%1%**************3%2%

abc

**421-**************67None of these
**3%1%*%-%**************1%1%

abc
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
141241881167226172506521181112061255Unweighted total

81198771130189112454381111071851206Weighted total

Standard Stamped Mail
**82147779128**164**2172711338251st Class
**69%61%69%68%**67%**55%65%66%72%68%

d

Standard Stamped Mail
**6303859488**133**215665856322nd Class
**53%50%53%46%**54%**56%50%61%46%52%

a

1st Class large letter
**4153038774**95**11384679416stamps
**35%38%34%39%**39%**30%34%43%43%34%

2nd Class large letter
**2611524842**75**8284047263stamps
**22%19%22%22%**31%**20%26%37%25%22%

cad

Franked / metered mail
**111810327**23**10109221111st Class
**9%10%9%14%**9%**26%9%8%12%9%

abc

Franked / metered mail
**107910124**22**11109181102nd Class
**9%11%9%12%**9%**28%9%9%10%9%

abc

**24*243**10**341524PPI - PPI 2nd Class
**2%*%2%2%**4%**9%3%1%3%2%

b

**213193**13**453421PPI - PPI 1st Class
**2%3%2%1%**5%**10%4%3%2%2%

ca

**7-71**6**33-17None of these
**1%-%1%1%**2%**7%3%-%1%1%

ab
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1147113535311637718186114431255Unweighted total
*110108534911133513174105411206Weighted total

Standard Stamped Mail
**8375527777224**11871**8251st Class
**76%70%79%69%67%**68%68%**68%

b

Standard Stamped Mail
**5258018452176**8848**6322nd Class
**48%54%53%47%53%**51%46%**52%

1st Class large letter
**4736016550128**7348**416stamps
**42%33%47%45%38%**42%45%**34%

bb

2nd Class large letter
**172147724100**4021**263stamps
**15%20%22%22%30%**23%20%**22%

b

Franked / metered mail
**1910227842**198**1111st Class
**17%9%8%7%13%**11%8%**9%

ab

Franked / metered mail
**1710229939**229**1102nd Class
**15%9%8%8%12%**13%9%**9%

ab

***174212**52**24PPI - PPI 2nd Class
***%2%1%2%3%**3%2%**2%

***152412**64**21PPI - PPI 1st Class
***%1%1%4%3%**3%4%**2%

**133-7**32**7None of these
**1%*%1%-%2%**2%2%**1%
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
218479884277691143111436632911307412851255Unweighted total
237579623756891090*96333302*956712691206Weighted total

Standard Stamped Mail
**437802254466760**63228213**654542138251st Class
**58%83%68%68%70%**66%69%71%**69%68%79%68%

bbc

Standard Stamped Mail
**603430198331586**49180151**423251346322nd Class
**80%45%53%48%54%**51%54%50%**44%48%50%52%

ab

1st Class large letter
**235408149342365**35127133**41330143416stamps
**31%42%40%50%34%**37%38%44%**43%49%53%34%

baac

2nd Class large letter
**249202112212219**269576**1920886263stamps
**33%21%30%31%20%**27%29%25%**20%31%32%22%

aaacc

Franked / metered mail
**781074293102**163836**1790261111st Class
**10%11%11%13%9%**17%12%12%**18%13%10%9%

aa

Franked / metered mail
**110814087103**133538**1585271102nd Class
**15%8%11%13%9%**14%11%13%**16%13%10%9%

aa

**2419122417**3108**423624PPI - PPI 2nd Class
**3%2%3%4%2%**3%3%3%**4%3%2%2%

aa

**1717122115**499**319621PPI - PPI 1st Class
**2%2%3%3%1%**4%3%3%**3%3%2%2%

aa

**33753**465**3517None of these
***%*%2%1%*%**4%2%2%**3%1%*%1%

aab
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
316203383998353552302183251255Unweighted total
518173175595842532061772851206Weighted total

Standard Stamped Mail
********43082525371561082198251st Class
********57%86%60%69%76%61%77%68%

bbebe

Standard Stamped Mail
********63242518241171321396322nd Class
********84%44%43%46%57%75%49%52%

aacde

1st Class large letter
********241416131810266132416stamps
********32%43%30%33%49%37%46%34%

bbdebe

2nd Class large letter
********2632041012718273263stamps
********35%21%23%23%34%46%25%22%

aaacde

Franked / metered mail
********781111192322361111st Class
********10%12%26%16%11%12%13%9%

abc

Franked / metered mail
********110771162229301102nd Class
********15%8%26%11%11%17%11%9%

aacda

********24171147724PPI - PPI 2nd Class
********3%2%3%2%2%4%2%2%

a

********1721*156921PPI - PPI 1st Class
********2%2%*%2%2%3%3%2%

********--141357None of these
********-%-%3%7%1%2%2%1%

abc
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
110415128110523241209760123910501235109112291255Unweighted total
10511553910402271116572311849661182100611761206Weighted total

Standard Stamped Mail
723102**718**2087944968086488056958058251st Class

69%66%**69%**77%68%69%68%67%68%69%68%68%

ab

Standard Stamped Mail
55577**546**1366113756255076175206156322nd Class

53%50%**53%**50%52%52%53%52%52%52%52%52%

1st Class large letter
34670**348**102406274408347410376407416stamps

33%45%**33%**38%35%38%34%36%35%37%35%34%

b

2nd Class large letter
22934**226**56256165258227257243255263stamps

22%22%**22%**21%22%23%22%23%22%24%22%22%

Franked / metered mail
10110**98**2411170109961111051101111st Class

10%7%**9%**9%9%10%9%10%9%10%9%9%

Franked / metered mail
9713**95**2410969108961101061081102nd Class

9%9%**9%**9%9%10%9%10%9%10%9%9%

195**17**22412242124242324PPI - PPI 2nd Class
2%3%**2%**1%2%2%2%2%2%2%2%2%

174**14**32111211721212021PPI - PPI 1st Class
2%3%**1%**1%2%2%2%2%2%2%2%2%

61**3**377777677None of these
1%1%***%**1%1%1%1%1%1%1%1%1%
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
54271310705312323588013615646111611255Unweighted total
52468210474810924084911214145151521206Weighted total

Standard Stamped Mail
35746972725731635916898****1068251st Class

68%69%69%52%68%68%70%61%69%****70%68%

bba

Standard Stamped Mail
29433854828561234555068****746322nd Class

56%49%52%59%51%51%54%45%48%****49%52%

a

1st Class large letter
1852313621737842914066****65416stamps

35%34%35%35%34%35%34%36%47%****43%34%

a

2nd Class large letter
1261372221328541812736****34263stamps

24%20%21%26%26%23%21%24%25%****23%22%

Franked / metered mail
427094872382619****171111st Class

8%10%9%16%6%9%10%6%13%****11%9%

a

Franked / metered mail
38719010830681021****181102nd Class

7%10%9%21%7%13%8%9%15%****12%9%

acb

168181611675****524PPI - PPI 2nd Class
3%1%2%1%5%1%2%7%3%****3%2%

acbc

138132611556****621PPI - PPI 1st Class
3%1%1%4%5%1%2%4%4%****4%2%

cc

61313233-****37None of these
1%*%*%3%2%1%*%2%-%****2%1%

accbb
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
739511985761291081171251011031241255Unweighted total
60101122130817411013684112112841206Weighted total

Standard Stamped Mail
3364849760586797527475648251st Class
56%63%69%74%74%78%61%72%61%66%67%77%68%

llcdfklldfkl

Standard Stamped Mail
3950657145426562365562406322nd Class
66%49%53%54%55%57%59%46%43%49%55%48%52%

acdekdde

1st Class large letter
223047373327544740343015416stamps
37%29%38%28%40%36%49%35%48%31%27%18%34%

aaaaaabcegikaabcegika

2nd Class large letter
202128201825362219221812263stamps
34%21%23%16%23%33%33%17%23%19%16%15%22%

abceiabceikabcei

Franked / metered mail
71571717910910991111st Class

12%15%6%13%2%10%9%7%11%9%8%10%9%

hhjhhhhh

Franked / metered mail
7139142514121012841102nd Class

12%13%8%11%3%6%12%9%11%11%7%5%9%

hahhahhh

2252317*-21*24PPI - PPI 2nd Class
3%2%4%2%3%1%6%*%-%2%*%*%2%

adedabde

226-3*222-**21PPI - PPI 1st Class
3%2%5%-%3%1%2%2%3%-%*%*%2%

abcgi

1132--------7None of these
2%1%2%2%-%-%-%-%-%-%-%-%1%
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
2872903503281255Unweighted total
2832853293081206Weighted total

Standard Stamped Mail
1812152162138251st Class

64%75%66%69%68%

bd

Standard Stamped Mail
1541571631576322nd Class

54%55%50%51%52%

1st Class large letter
999614279416stamps
35%34%43%26%34%

aaacd

2nd Class large letter
69637852263stamps
25%22%24%17%22%

aa

Franked / metered mail
302628271111st Class
10%9%9%9%9%

Franked / metered mail
302135241102nd Class
11%7%11%8%9%

967224PPI - PPI 2nd Class
3%2%2%1%2%

a

1137*21PPI - PPI 1st Class
4%1%2%*%2%

aca

52--7None of these
2%1%-%-%1%

ab
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

11210201***4647Royal Mail product?
2%4%2%2%3%2%6%1%1%3%3%

be

Changed post from a
lower cost Royal Mail
product to a higher cost

*--491**11921Royal Mail product
1%-%-%1%1%2%3%3%2%1%1%

a

Switched from Royal Mail
to other postal service

**38131-*12627providers
*%1%2%2%2%1%-%1%1%1%1%

Switched from other
postal service providers

---2*----88to Royal Mail
-%-%-%*%*%-%-%-%-%*%*%

Or has not changed mail
5133111469622526123416711723in the last 12 months?
94%95%96%95%93%93%91%90%95%94%94%

Don't Know (DO NOT READ
1*--51-1*1213OUT)
3%*%-%-%1%2%-%5%1%1%1%

babe
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

2323962375**47347Royal Mail product?
2%3%2%3%4%2%2%2%3%**1%7%2%3%

acjk

Changed post from a
lower cost Royal Mail
product to a higher cost

*1118*-1102**11-21Royal Mail product
*%1%1%1%*%-%1%3%1%**1%1%-%1%

acjmam

Switched from Royal Mail
to other postal service

12*2344*-7**6-127providers
2%2%*%1%3%3%*%-%4%**2%-%1%1%

fgfgkafgjkf

Switched from other
postal service providers

--*8---1-**2-48to Royal Mail
-%-%*%1%-%-%-%*%-%**1%-%2%*%

jlm

Or has not changed mail
8396851459122130176282148**245942071723in the last 12 months?
95%94%94%94%91%94%97%93%91%**94%91%96%94%

bei

Don't Know (DO NOT READ
*-21122-3***11-13OUT)
*%-%2%1%2%2%-%1%*%**1%1%-%1%

jl
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1461334145-233**1-47Royal Mail product?
*%3%3%2%2%5%-%4%2%**1%-%3%

abbh

Changed post from a
lower cost Royal Mail
product to a higher cost

218317113*42**2-21Royal Mail product
1%1%1%1%2%2%*%1%1%**1%-%1%

Switched from Royal Mail
to other postal service

2256219--12-**6-27providers
1%1%1%1%1%-%-%2%-%**4%-%1%

dgh

Switched from other
postal service providers

-817---7-**1-8to Royal Mail
-%*%*%1%-%-%-%1%-%**1%-%*%

hh

Or has not changed mail
148157640213216819847476154**142731723in the last 12 months?

96%93%94%94%95%90%96%91%97%**93%100%94%

eegegbegh

Don't Know (DO NOT READ
1122115323-***-13OUT)
*%1%*%1%1%3%4%*%-%***%-%1%

bdehbdeh
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1053124547Royal Mail product?
3%2%3%2%3%3%

Changed post from a
lower cost Royal Mail
product to a higher cost

1056-2121Royal Mail product
3%2%*%-%1%1%

aa

Switched from Royal Mail
to other postal service

1755-2727providers
4%2%*%-%2%1%

aa

Switched from other
postal service providers

3-2358to Royal Mail
1%-%*%3%*%*%

a

Or has not changed mail
35124410969416301723in the last 12 months?

89%93%96%94%94%94%

bc

Don't Know (DO NOT READ
454*1213OUT)
1%2%*%*%1%1%

a
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

112016**244************93547Royal Mail product?
5%2%2%**5%2%************4%2%3%

aba

Changed post from a
lower cost Royal Mail
product to a higher cost

6122**-21************61421Royal Mail product
3%1%*%**-%1%************3%1%1%

aaai

Switched from Royal Mail
to other postal service

1215-**-27************121527providers
5%2%-%**-%2%************6%1%1%

abaai

Switched from other
postal service providers

44-**-8************448to Royal Mail
2%1%-%**-%*%************2%*%*%

aai

Or has not changed mail
209779736**371686************17115151723in the last 12 months?

85%93%97%**95%94%************84%95%94%

cbcbbb

Don't Know (DO NOT READ
382**-13************31013OUT)
1%1%*%**-%1%************1%1%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

**********32734101931222947Royal Mail product?
**********6%2%3%2%3%2%3%3%3%

aa

Changed post from a
lower cost Royal Mail
product to a higher cost

**********116159817171421Royal Mail product
**********1%1%1%2%1%1%2%1%1%

Switched from Royal Mail
to other postal service

**********12224102223201727providers
**********1%2%2%3%3%2%3%1%1%

acfa

Switched from other
postal service providers

**********-57-555-8to Royal Mail
**********-%*%1%-%1%*%1%-%*%

aaaa

Or has not changed mail
**********4311131114378585118866310681723in the last 12 months?
**********91%94%93%92%91%93%90%94%94%

bdbd

Don't Know (DO NOT READ
***********795776713OUT)
***********%1%1%1%1%1%1%1%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

**86126**************1947Royal Mail product?
**5%2%3%1%**************3%3%

ac

Changed post from a
lower cost Royal Mail
product to a higher cost

**2942**************821Royal Mail product
**1%3%1%*%**************1%1%

a

Switched from Royal Mail
to other postal service

**42106**************2227providers
**3%1%3%1%**************4%1%

c

Switched from other
postal service providers

**-41-**************58to Royal Mail
**-%1%*%-%**************1%*%

a

Or has not changed mail
**123272359429**************5741723in the last 12 months?
**89%92%93%97%**************90%94%

bcd

Don't Know (DO NOT READ
**24-1**************713OUT)
**2%1%-%*%**************1%1%

bb
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

**31-479**10**4103347Royal Mail product?
**2%-%3%4%**3%**7%6%2%1%3%

aa

Changed post from a
lower cost Royal Mail
product to a higher cost

**171193**4***42121Royal Mail product
**1%1%1%1%**1%***%2%1%1%1%

Switched from Royal Mail
to other postal service

**202071**21**755527providers
**2%18%*%*%**6%**11%3%4%2%1%

acabc

Switched from other
postal service providers

**5-8-**5**-32-8to Royal Mail
***%-%*%-%**1%**-%2%1%-%*%

ca

Or has not changed mail
**1182881635242**332**471431212621723in the last 12 months?
**94%80%95%93%**88%**82%86%89%96%94%

babcd

Don't Know (DO NOT READ
**7*134**3**-24113OUT)
**1%*%1%2%**1%**-%1%3%*%1%

a
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

**6298316**42547Royal Mail product?
**5%3%2%2%3%**2%1%6%3%

b

Changed post from a
lower cost Royal Mail
product to a higher cost

**2139*7***1*21Royal Mail product
**1%1%2%*%2%***%1%*%1%

Switched from Royal Mail
to other postal service

**4157193**1815527providers
**3%1%2%13%1%**9%10%6%1%

a

Switched from other
postal service providers

**---14**2-48to Royal Mail
**-%-%-%1%1%**1%-%5%*%

b

Or has not changed mail
**1011020361131454**165131661723in the last 12 months?
**88%94%93%84%92%**87%88%83%94%

ccb

Don't Know (DO NOT READ
**373*7****-13OUT)
**3%1%1%*%1%***%*%-%1%

b
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

**2824172229**31315**522747Royal Mail product?
**4%2%3%3%3%**3%3%3%**5%3%2%3%

Changed post from a
lower cost Royal Mail
product to a higher cost

**71571714**457**217821Royal Mail product
**1%2%1%2%1%**3%1%2%**2%2%2%1%

Switched from Royal Mail
to other postal service

**1116162017**101118**6151327providers
**1%2%3%3%1%**8%3%4%**5%2%4%1%

aabb

Switched from other
postal service providers

**4555-**254**2548to Royal Mail
**1%1%1%1%-%**2%1%1%**2%1%1%*%

aa

Or has not changed mail
**7219445016601065**110402403**856062731723in the last 12 months?
**93%93%90%90%94%**83%91%89%**83%90%88%94%

bccc

Don't Know (DO NOT READ
**67767**357**25613OUT)
**1%1%1%1%1%**2%1%2%**2%1%2%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

********2926331481147Royal Mail product?
********4%3%6%4%5%4%3%3%

Changed post from a
lower cost Royal Mail
product to a higher cost

********7132451421Royal Mail product
********1%1%4%6%2%*%1%1%

babc

Switched from Royal Mail
to other postal service

********913-4971027providers
********1%1%-%5%3%3%3%1%

Switched from other
postal service providers

********45-2*358to Royal Mail
********1%1%-%3%*%2%1%*%

c

Or has not changed mail
********69989539552701963351723in the last 12 months?
********93%93%85%78%90%89%91%94%

ddd

Don't Know (DO NOT READ
********662325513OUT)
********1%1%5%4%1%2%1%1%

ac

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

406**41**94528473745364247Royal Mail product?
3%3%**3%**2%3%3%3%3%3%3%2%3%

Changed post from a
lower cost Royal Mail
product to a higher cost

156**15**52019211921172121Royal Mail product
1%2%**1%**1%1%2%1%1%1%1%1%1%

b

Switched from Royal Mail
to other postal service

1612**18**102719272527262727providers
1%5%**1%**3%2%2%2%2%2%2%2%1%

ba

Switched from other
postal service providers

8-**5**588888788to Royal Mail
1%-%***%**1%*%1%*%1%*%1%*%*%

Or has not changed mail
1510213**1494**3641606954168313251629131716131723in the last 12 months?

94%89%**94%**91%93%92%94%93%94%93%94%94%

a

Don't Know (DO NOT READ
112**9**512511101281213OUT)

1%1%**1%**1%1%1%1%1%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1927413214221061**647Royal Mail product?
2%3%3%4%1%4%2%6%3%1%**3%3%

bb

Changed post from a
lower cost Royal Mail
product to a higher cost

71312-8612321**321Royal Mail product
1%1%1%-%5%2%1%2%1%2%**1%1%

c

Switched from Royal Mail
to other postal service

121595148127223**2227providers
1%2%1%6%7%3%1%4%10%4%**9%1%

ccbb

Switched from other
postal service providers

367-123322**48to Royal Mail
*%1%*%-%1%*%*%2%1%3%**2%*%

b

Or has not changed mail
835889149072158306125715219255**2041723in the last 12 months?

94%93%95%87%86%91%96%85%86%86%**84%94%

abac

Don't Know (DO NOT READ
94931192*3**313OUT)
1%*%1%3%1%*%1%1%*%4%**1%1%

cb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

23985146414147Royal Mail product?
2%2%5%4%4%1%2%3%4%*%2%1%3%

acgcaccc

Changed post from a
lower cost Royal Mail
product to a higher cost

2422-*22**2321Royal Mail product
2%2%1%1%-%*%1%1%*%*%1%2%1%

Switched from Royal Mail
to other postal service

233-1-32236227providers
2%2%1%-%1%-%2%1%2%2%4%2%1%

gi

Switched from other
postal service providers

*21----2---28to Royal Mail
*%1%1%-%-%-%-%1%-%-%-%2%*%

Or has not changed mail
90156173199126971711641081641631121723in the last 12 months?
93%92%92%94%94%99%94%92%94%98%93%93%94%

abdefhijklabejkl

Don't Know (DO NOT READ
21*32*22---*13OUT)
2%1%*%1%1%*%1%1%-%-%-%*%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

141414547Royal Mail product?
3%3%3%1%3%

aaa

Changed post from a
lower cost Royal Mail
product to a higher cost

825521Royal Mail product
2%1%1%1%1%

Switched from Royal Mail
to other postal service

7171127providers
2%*%2%2%1%

c

Switched from other
postal service providers

4-228to Royal Mail
1%-%*%*%*%

Or has not changed mail
4194224434391723in the last 12 months?

92%95%93%95%94%

Don't Know (DO NOT READ
354*13OUT)
1%1%1%*%1%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*ba*e*d*c*baSignificance Level: 95%
92520332455147599Unweighted total
22524433112100103Weighted total

******************4546Price increases
******************45%45%

Changes in the type of
******************88mail sent
******************8%8%

Better quality of
******************99service
******************9%9%

Became more aware of
******************--alternatives
******************-%-%

Due to internal cost
******************55cutting
******************5%5%

******************1213Convenience
******************13%12%

******************3133Other (PLEASE SPECIFY)
******************32%32%

Don't Know (DO NOT READ
******************-*OUT)
******************-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
111296784513102136699Unweighted total

464891175181431499103Weighted total

******38******************46Price increases
******43%******************45%

Changes in the type of
******8******************8mail sent
******9%******************8%

Better quality of
******8******************9service
******9%******************9%

Became more aware of
******-******************-alternatives
******-%******************-%

Due to internal cost
******4******************5cutting
******5%******************5%

******10******************13Convenience
******11%******************12%

******30******************33Other (PLEASE SPECIFY)
******33%******************32%

Don't Know (DO NOT READ
**************************OUT)
*******%*******************%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*bah*g*fe*d*c*b*aSignificance Level: 95%
108923763661404-12-99Unweighted total

5982379348*464-10-103Weighted total

**43**30****************46Price increases
**44%**38%****************45%

Changes in the type of
**8**8****************8mail sent
**9%**10%****************8%

Better quality of
**7**6****************9service
**8%**8%****************9%

Became more aware of
**-**-****************-alternatives
**-%**-%****************-%

Due to internal cost
**5**5****************5cutting
**5%**7%****************5%

**13**10****************13Convenience
**13%**13%****************12%

e

**29**24****************33Other (PLEASE SPECIFY)
**30%**31%****************32%

Don't Know (DO NOT READ
*****-*****************OUT)
***%**-%*****************%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
37134739699Unweighted total
411544597103Weighted total

********4446Price increases
********45%45%

Changes in the type of
********88mail sent
********9%8%

Better quality of
********99service
********9%9%

Became more aware of
********--alternatives
********-%-%

Due to internal cost
********55cutting
********5%5%

********1313Convenience
********13%12%

********3033Other (PLEASE SPECIFY)
********30%32%

a

Don't Know (DO NOT READ
**********OUT)
*********%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
3649142594-11--3316399Unweighted total
335218*2100-**--23169103Weighted total

**********45**************3146Price increases
**********45%**************44%45%

Changes in the type of
**********8**************88mail sent
**********8%**************12%8%

cb

Better quality of
**********8**************59service
**********8%**************7%9%

Became more aware of
**********-**************--alternatives
**********-%**************-%-%

Due to internal cost
**********5**************55cutting
**********5%**************7%5%

**********13**************613Convenience
**********13%**************9%12%

**********32**************1733Other (PLEASE SPECIFY)
**********32%**************25%32%

ba

Don't Know (DO NOT READ
*************************-*OUT)
***********%**************-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1--356972335578656699Unweighted total
-*--2470792854766460103Weighted total

************3740**3140323246Price increases
************53%50%**57%52%50%54%45%

Changes in the type of
************66**26458mail sent
************8%8%**4%8%6%8%8%

Better quality of
************47**44439service
************6%9%**8%6%7%5%9%

Became more aware of
************--**-----alternatives
************-%-%**-%-%-%-%-%

Due to internal cost
************55***5555cutting
************7%6%**1%7%7%9%5%

************1010**91191013Convenience
************15%13%**17%14%14%16%12%

************1721**1820181033Other (PLEASE SPECIFY)
************24%27%**33%26%28%17%32%

a

Don't Know (DO NOT READ
*********************OUT)
*************%*%***%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1211923142-11--15299Unweighted total
*14212714*-**--154103Weighted total

************************3046Price increases
************************57%45%

Changes in the type of
************************28mail sent
************************4%8%

Better quality of
************************49service
************************8%9%

Became more aware of
************************--alternatives
************************-%-%

Due to internal cost
*************************5cutting
************************1%5%

************************913Convenience
************************17%12%

************************1833Other (PLEASE SPECIFY)
************************33%32%

Don't Know (DO NOT READ
**************************OUT)
*************************%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
37516831423921018141199Unweighted total
37422811314111122119103Weighted total

**40**36****************46Price increases
**54%**45%****************45%

Changes in the type of
**6**6****************8mail sent
**8%**8%****************8%

Better quality of
**4**5****************9service
**6%**7%****************9%

Became more aware of
**-**-****************-alternatives
**-%**-%****************-%

Due to internal cost
**5**5****************5cutting
**7%**6%****************5%

**11**5****************13Convenience
**15%**7%****************12%

**18**26****************33Other (PLEASE SPECIFY)
**24%**32%****************32%

Don't Know (DO NOT READ
***********************OUT)
***%***%*****************%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*ba*b*a*b*aSignificance Level: 95%
-1463281936320151399Unweighted total
-11582324303251814103Weighted total

****32**************46Price increases
****56%**************45%

Changes in the type of
****5**************8mail sent
****8%**************8%

Better quality of
****3**************9service
****5%**************9%

Became more aware of
****-**************-alternatives
****-%**************-%

Due to internal cost
****5**************5cutting
****9%**************5%

****10**************13Convenience
****17%**************12%

****8**************33Other (PLEASE SPECIFY)
****14%**************32%

Don't Know (DO NOT READ
********************OUT)
*****%***************%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
35263486566-253545-19593299Unweighted total
45061466460-213444-155932103Weighted total

**3329**3232************30**46Price increases
**66%49%**50%54%************50%**45%

Changes in the type of
**14**45************4**8mail sent
**1%6%**6%8%************6%**8%

Better quality of
**24**43************3**9service
**4%7%**7%5%************5%**9%

Became more aware of
**--**--************-**-alternatives
**-%-%**-%-%************-%**-%

Due to internal cost
**15**55************5**5cutting
**3%9%**7%9%************8%**5%

**87**910************8**13Convenience
**16%11%**14%16%************14%**12%

**1017**1810************13**33Other (PLEASE SPECIFY)
**20%28%**28%17%************22%**32%

a

Don't Know (DO NOT READ
**-*********************OUT)
**-%*%***%*%*************%***%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*d*c*b*aSignificance Level: 95%
6252444525751329202799Unweighted total
82721474957413291929103Weighted total

********3427**********46Price increases
********69%48%**********45%

a

Changes in the type of
********16**********8mail sent
********1%10%**********8%

b

Better quality of
********23**********9service
********4%5%**********9%

Became more aware of
********--**********-alternatives
********-%-%**********-%

Due to internal cost
********15**********5cutting
********3%8%**********5%

********86**********13Convenience
********17%11%**********12%

********812**********33Other (PLEASE SPECIFY)
********16%21%**********32%

Don't Know (DO NOT READ
********-************OUT)
********-%*%***********%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
7920582-369772998798859699Unweighted total
7924779-2910075103881018698103Weighted total

36****38****4633464246414346Price increases
45%****48%****46%44%45%48%46%47%44%45%

Changes in the type of
6****6****86888888mail sent
8%****8%****8%8%8%9%8%10%9%8%

Better quality of
4****5****97999699service
5%****7%****9%10%9%10%9%7%9%9%

Became more aware of
-****-****--------alternatives
-%****-%****-%-%-%-%-%-%-%-%

Due to internal cost
5****5****54555555cutting
7%****6%****5%6%5%5%5%6%5%5%

12****13****139131113121313Convenience
15%****16%****12%11%12%13%12%14%13%12%

21****20****3124332431223133Other (PLEASE SPECIFY)
27%****25%****31%32%32%28%31%26%31%32%

Don't Know (DO NOT READ
-**********-******OUT)
-%*****%*****%-%*%*%*%*%*%*%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*a*b*a*b*aSignificance Level: 95%
3663651023304227249-2999Unweighted total
426169825304924317-35103Weighted total

**2532******************46Price increases
**42%47%******************45%

Changes in the type of
**66******************8mail sent
**10%9%******************8%

Better quality of
**43******************9service
**7%5%******************9%

Became more aware of
**--******************-alternatives
**-%-%******************-%

Due to internal cost
**35******************5cutting
**5%7%******************5%

**86******************13Convenience
**13%9%******************12%

**2018******************33Other (PLEASE SPECIFY)
**32%26%******************32%

Don't Know (DO NOT READ
***-*******************OUT)
***%-%*******************%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
71013777129757899Unweighted total
61216107191364128103Weighted total

************************46Price increases
************************45%

Changes in the type of
************************8mail sent
************************8%

Better quality of
************************9service
************************9%

Became more aware of
************************-alternatives
************************-%

Due to internal cost
************************5cutting
************************5%

************************13Convenience
************************12%

************************33Other (PLEASE SPECIFY)
************************32%

Don't Know (DO NOT READ
*************************OUT)
*************************%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

d*c*b*aSignificance Level: 95%
3021282099Unweighted total
33182824103Weighted total

********46Price increases
********45%

Changes in the type of
********8mail sent
********8%

Better quality of
********9service
********9%

Became more aware of
********-alternatives
********-%

Due to internal cost
********5cutting
********5%

********13Convenience
********12%

********33Other (PLEASE SPECIFY)
********32%

Don't Know (DO NOT READ
*********OUT)
*********%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
71212221954104968Unweighted total
212143021116567Weighted total

Changed FROM a meter to
a different method of

********************1payment
********************1%

Changed TO a meter from
a different method of

*********************payment
*********************%

********************65Neither
********************96%

********************1Don't know
********************2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
87746524126266368Unweighted total
24358625177359367Weighted total

Changed FROM a meter to
a different method of

**************************1payment
**************************1%

Changed TO a meter from
a different method of

***************************payment
***************************%

**************************65Neither
**************************96%

**************************1Don't know
**************************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
76116522861234-6-68Unweighted total
3641651258*274-3-67Weighted total

Changed FROM a meter to
a different method of

**1*******************1payment
**2%**1%****************1%

Changed TO a meter from
a different method of

***********************payment
***%***%*****************%

**62**49****************65Neither
**96%**96%****************96%

**1**1****************1Don't know
**2%**3%****************2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
2293716768Unweighted total
21103726567Weighted total

Changed FROM a meter to
a different method of

********11payment
********2%1%

Changed TO a meter from
a different method of

**********payment
*********%*%

********6365Neither
********96%96%

********11Don't know
********2%2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
2232142563-11--3174668Unweighted total
183218*265-**--2164967Weighted total

Changed FROM a meter to
a different method of

**********1****************1payment
**********2%****************1%

Changed TO a meter from
a different method of

**********-*****************payment
**********-%*****************%

**********63****************65Neither
**********96%****************96%

**********1****************1Don't know
**********2%****************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-1--234848243154455068Unweighted total
-*--144349182748394367Weighted total

Changed FROM a meter to
a different method of

********************1****1payment
********************2%****1%

Changed TO a meter from
a different method of

**************************payment
*********************%*****%

********************47****65Neither
********************98%****96%

********************-****1Don't know
********************-%****2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
115141682-11--12868Unweighted total
*1015168*-**--12667Weighted total

Changed FROM a meter to
a different method of

**************************1payment
**************************1%

Changed TO a meter from
a different method of

***************************payment
***************************%

**************************65Neither
**************************96%

**************************1Don't know
**************************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
-541671211816117668Unweighted total
-4816612*14*4144567Weighted total

Changed FROM a meter to
a different method of

**1**1****************1payment
**2%**2%****************1%

Changed TO a meter from
a different method of

***********************payment
***%***%*****************%

**47**63****************65Neither
**98%**96%****************96%

**-**1****************1Don't know
**-%**2%****************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*b*a*b*a*b*aSignificance Level: 95%
-114921328-53668Unweighted total
-74317323-53567Weighted total

Changed FROM a meter to
a different method of

********************1payment
********************1%

Changed TO a meter from
a different method of

*********************payment
*********************%

********************65Neither
********************96%

********************1Don't know
********************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cba*cba*d*c*b*a*d*cb*aSignificance Level: 95%
24045294550-132226-12441968Unweighted total
33640253943-81822-7391567Weighted total

Changed FROM a meter to
a different method of

****************************1payment
****************************1%

Changed TO a meter from
a different method of

*****************************payment
*****************************%

****************************65Neither
****************************96%

****************************1Don't know
****************************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*d*c*b*aSignificance Level: 95%
--244440435921111668Unweighted total
--21473639471991567Weighted total

Changed FROM a meter to
a different method of

**********************1payment
**********************1%

Changed TO a meter from
a different method of

***********************payment
***********************%

**********************65Neither
**********************96%

**********************1Don't know
**********************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
5513258-216648685867586568Unweighted total
5512156-146548675565536367Weighted total

Changed FROM a meter to
a different method of

1****1****1**111111payment
2%****2%****2%**1%2%2%2%2%1%

Changed TO a meter from
a different method of

-******************payment
-%*****%*****%***%*%*%*%*%*%

52****53****63**655363516265Neither
96%****96%****96%**96%95%96%95%98%96%

1****1****1**1111-1Don't know
2%****2%****2%**2%2%2%3%-%2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
24445061120311773-968Unweighted total
27405331020331482-967Weighted total

Changed FROM a meter to
a different method of

************************1payment
************************1%

Changed TO a meter from
a different method of

*************************payment
*************************%

************************65Neither
************************96%

************************1Don't know
************************2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
451075786434568Unweighted total
4612105168416367Weighted total

Changed FROM a meter to
a different method of

************************1payment
************************1%

Changed TO a meter from
a different method of

*************************payment
*************************%

************************65Neither
************************96%

************************1Don't know
************************2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1919181268Unweighted total
2216191067Weighted total

Changed FROM a meter to
a different method of

********1payment
********1%

Changed TO a meter from
a different method of

*********payment
*********%

********65Neither
********96%

********1Don't know
********2%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
4313361141201682144103330498Unweighted total
141026128146203512413433Weighted total

Royal Mail unsorted bulk
******6-1*****99mail
******4%-%4%****3%2%2%

aa

Royal Mail sorted bulk
******4*1*****1011mail
******3%*%4%****1%2%2%

aba

Royal Mail Wholesale
******22*****-56Access
******2%1%1%****-%1%1%

Bulk mail product from a
different provider

******321*****77(please specify)
******2%2%4%****4%2%2%

Do not use a specific
******11314117****11383400product for bulk mail
******88%97%89%****92%93%92%

bce
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
796851300213635533314492138498Unweighted total
272418364293733704317652644433Weighted total

Royal Mail unsorted bulk
1117******-**********9mail
2%3%5%2%******-%**********2%

Royal Mail sorted bulk
*1-10*****************11mail
*%2%-%3%*******%**********2%

m

Royal Mail Wholesale
---6******2**********6Access
-%-%-%2%******3%**********1%

Bulk mail product from a
different provider

**16******-**********7(please specify)
2%1%3%2%******-%**********2%

Do not use a specific
262217335******68**********400product for bulk mail
95%95%92%92%******97%**********92%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fe*d*cb*aSignificance Level: 95%
59439142356207391410029165828498Unweighted total
363961063261863499819144619433Weighted total

Royal Mail unsorted bulk
28462****1****2**9mail
5%2%3%2%1%****1%****3%**2%

Royal Mail sorted bulk
*11283****3****5**11mail
1%3%2%3%1%****3%****11%**2%

gh

Royal Mail Wholesale
*5244****1*******6Access
*%1%2%1%2%****1%*****%**1%

Bulk mail product from a
different provider

*7*73****1****2**7(please specify)
*%2%*%2%2%****2%****5%**2%

Do not use a specific
3436698302174****91****38**400product for bulk mail
94%92%92%93%94%****93%****82%**92%

bbb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 83  (continuation)                                                                                                                                                   Page 1447

QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1729123320478498Unweighted total
1387521726406433Weighted total

Royal Mail unsorted bulk
118**89mail
*%1%4%**2%2%

c

Royal Mail sorted bulk
82***1111mail
6%3%*%**3%2%

aa

Royal Mail Wholesale
3-2**66Access
2%-%1%**1%1%

Bulk mail product from a
different provider

5*2**77(please specify)
4%*%1%**2%2%

Do not use a specific
12172205**375400product for bulk mail

88%95%94%**92%92%

cc
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
15626082622476-112216134342498Unweighted total
10024290313419-*2**1187333433Weighted total

Royal Mail unsorted bulk
19-****9************199mail
1%4%-%****2%************1%3%2%

Royal Mail sorted bulk
101-****7************6111mail
10%*%-%****2%************8%*%2%

abaai

Royal Mail Wholesale
221****6************246Access
2%1%1%****1%************2%1%1%

Bulk mail product from a
different provider

52-****5************227(please specify)
5%1%-%****1%************3%1%2%

ab

Do not use a specific
8322889****393************75317400product for bulk mail
82%94%99%****94%************87%95%92%

ccbb
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
15391541331421491229405287377498Unweighted total
2543928290352424195341233316433Weighted total

Royal Mail unsorted bulk
************49966269mail
************1%3%2%3%2%1%2%2%

a

Royal Mail sorted bulk
************89961110711mail
************3%2%2%3%3%4%2%2%

Royal Mail Wholesale
************24644446Access
************1%1%1%2%1%2%1%1%

Bulk mail product from a
different provider

************45756437(please specify)
************2%1%2%2%2%2%1%2%

Do not use a specific
************272325393174315213296400product for bulk mail
************94%92%93%90%92%91%94%92%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5110101116732-11-35219498Unweighted total
5648211971*-**-23190433Weighted total

Royal Mail unsorted bulk
***41-**************69mail
**1%5%1%-%**************3%2%

d

Royal Mail sorted bulk
**523-**************511mail
**9%3%2%-%**************2%2%

ab

Royal Mail Wholesale
**--2-**************46Access
**-%-%2%-%**************2%1%

Bulk mail product from a
different provider

**123***************57(please specify)
**1%3%2%*%**************2%2%

Do not use a specific
**577411071**************171400product for bulk mail
**90%90%92%100%**************90%92%

bcd
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1439156442976126535514989498Unweighted total

833345387703121329504469433Weighted total

Royal Mail unsorted bulk
**6*95**********49mail
**2%*%2%7%***%*****%**6%2%

a

Royal Mail sorted bulk
**1128***6****-***11mail
**3%5%2%*%**5%****-%***%2%

cabc

Royal Mail Wholesale
**4-6***4****2***6Access
**1%-%1%*%**3%****4%***%1%

a

Bulk mail product from a
different provider

**371***4*******17(please specify)
**1%15%*%*%**4%*****%**1%2%

aabc

Do not use a specific
**3103636465**106****47**64400product for bulk mail
**93%80%94%93%**88%****95%**93%92%

bddd

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 83  (continuation)                                                                                                                                                   Page 1452

QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-73364147601698734631498Unweighted total
-45306125511436573926433Weighted total

Royal Mail unsorted bulk
**164*5*******9mail
**2%2%3%*%4%***%****2%

Royal Mail sorted bulk
**27124**6****11mail
**5%2%1%5%3%**10%****2%

a

Royal Mail Wholesale
**-4222**2****6Access
**-%1%2%4%2%**3%****1%

Bulk mail product from a
different provider

***3241**3****7(please specify)
***%1%2%7%1%**5%****2%

a

Do not use a specific
**4228511743131**47****400product for bulk mail
**93%93%93%84%92%**81%****92%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
23283315190276365-63157160-66268116498Unweighted total
26227273157227310-53128144-4221698433Weighted total

Royal Mail unsorted bulk
**45625**143**1219mail
**2%2%4%1%2%**1%3%2%**2%1%1%2%

Royal Mail sorted bulk
**684107**465**38211mail
**3%3%2%4%2%**7%5%3%**8%4%2%2%

Royal Mail Wholesale
**24244**-42**-4-6Access
**1%1%1%2%1%**-%3%1%**-%2%-%1%

Bulk mail product from a
different provider

**35543**154***427(please specify)
**1%2%3%2%1%**1%4%2%**1%2%2%2%

Do not use a specific
**212251141207290**48110131**3719893400product for bulk mail
**93%92%90%91%94%**91%86%91%**89%92%95%92%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
-101114277302253011099140498Unweighted total
-12910220260192510077114433Weighted total

Royal Mail unsorted bulk
********45****4239mail
********2%2%****4%3%2%2%

Royal Mail sorted bulk
********37****23411mail
********1%3%****2%4%3%2%

ac

Royal Mail Wholesale
********44*****-26Access
********2%2%*****%-%2%1%

Bulk mail product from a
different provider

********35****3537(please specify)
********2%2%****3%6%2%2%

Do not use a specific
********206239****9167103400product for bulk mail
********94%92%****91%87%90%92%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4017711419-148473294492420485432479498Unweighted total
3427613355-115412255427350419360415433Weighted total

Royal Mail unsorted bulk
81**8**396999899mail
2%1%**2%**2%2%2%2%3%2%2%2%2%

Royal Mail sorted bulk
74**8**61111111111101111mail
2%5%**2%**5%3%4%3%3%3%3%3%2%

Royal Mail Wholesale
6-**6***46666566Access
2%-%**2%***%1%2%1%2%1%1%1%1%

Bulk mail product from a
different provider

7***4**276777777(please specify)
2%*%**1%**2%2%2%2%2%2%2%2%2%

Do not use a specific
31472**330**104382227394318387330382400product for bulk mail

92%94%**93%**91%93%89%92%91%92%91%92%92%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2022964082956853308094265100498Unweighted total
175258358254979281707621582433Weighted total

Royal Mail unsorted bulk
369***45*1****19mail
2%2%3%***%5%2%*%1%****1%2%

Royal Mail sorted bulk
835**4-564****511mail
5%1%1%**7%-%2%8%5%****7%2%

acbc

Royal Mail Wholesale
243**2-422****26Access
1%2%1%**4%-%1%3%3%****2%1%

c

Bulk mail product from a
different provider

263**32144****57(please specify)
1%2%1%**7%3%*%6%6%****6%2%

cbb

Do not use a specific
161239338**40732675764****69400product for bulk mail

92%93%94%**82%92%95%82%85%****85%92%

aa
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
384145333049334447424155498Unweighted total
274450482319325029473032433Weighted total

Royal Mail unsorted bulk
**********************-9mail
**********************-%2%

abcde

Royal Mail sorted bulk
**********************211mail
**********************7%2%

j

Royal Mail Wholesale
**********************-6Access
**********************-%1%

adg

Bulk mail product from a
different provider

***********************7(please specify)
**********************1%2%

adej

Do not use a specific
**********************30400product for bulk mail
**********************92%92%

fjfhj
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
124112124138498Unweighted total
12190112109433Weighted total

Royal Mail unsorted bulk
81**9mail
7%1%*%*%2%

abc

Royal Mail sorted bulk
1*3611mail
1%*%2%6%2%

cd

Royal Mail Wholesale
122*6Access
1%2%2%*%1%

Bulk mail product from a
different provider

2*237(please specify)
1%*%2%3%2%

Do not use a specific
10987104100400product for bulk mail

90%96%94%91%92%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

5634108509679597143918131872Letters
94%94%87%96%94%98%100%100%97%93%94%

cccaaa

473288430519546133514591514Large letters
80%86%71%81%72%91%91%97%88%75%76%

acacaaabea

5127107441537546123615051559Parcels and packets
86%74%86%83%74%91%95%91%90%78%78%

adadaaaaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

4432104487619556133616511706mail
75%87%84%92%85%91%95%93%90%85%85%

aceeaaa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

37277934742338482611791217customer packs etc
63%75%64%65%58%63%59%63%64%61%61%

aa

Other everyday
correspondence, such as
invoices, one off bills

5534113487622576133717021759etc.
93%93%92%92%86%95%95%96%94%88%88%

aaaaa

Publications, such as
magazines, periodicals,

463196426528526113514541506customer newsletters
78%86%78%80%73%87%87%84%88%75%75%

aaaaaa

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%

Order fulfilment
(sending ordered goods

382378366448445102911921236to customers)
65%63%63%69%62%73%68%74%73%61%62%

aaaa

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%

2-2-8----1616None of these
3%-%2%-%1%-%-%-%-%1%1%

bbbe
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

---1-----11Other
-%-%-%*%-%-%-%-%-%*%*%

-----*--*11Don't know
-%-%-%-%-%*%-%-%*%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

8798941592128161169309165652681112161872Letters
95%94%94%93%87%96%88%94%95%96%98%92%93%94%

giggigigigigiabgij

71837712839613113625313047220851861514Large letters
77%79%77%75%66%78%71%77%75%69%80%70%80%76%

iiiiiigii

758680131911312613925913554212881921559Parcels and packets
81%81%80%77%77%75%73%79%78%80%77%73%83%78%

ggg

Advertising and
promotional material,
such as catalogues,
brochures and direct

809487144513014815827714462221992071706mail
87%89%87%85%88%89%82%84%83%92%80%82%89%85%

ccgcc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

58676110319010410719011648158851331217customer packs etc
63%64%62%61%62%62%56%58%67%71%57%70%57%61%

g

Other everyday
correspondence, such as
invoices, one off bills

8489901497127145164288156662321152031759etc.
91%84%90%88%87%87%85%88%90%97%84%95%87%88%

clacghijlcghjl

Publications, such as
magazines, periodicals,

74867812699813313124814161203821721506customer newsletters
80%82%78%75%67%80%68%76%81%89%74%68%74%75%

bgibcgijgigibgiabcfgij

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Order fulfilment
(sending ordered goods

55716210488510610220911550162681511236to customers)
59%68%62%62%58%63%53%64%67%73%59%56%65%62%

ggggg

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--115225-1--2216None of these
-%-%1%1%1%1%3%-%1%-%-%2%1%1%

cfjlmlm
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

---1------1--1Other
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

-1-*-------*-1Don't know
-%*%-%*%-%-%-%-%-%-%-%*%-%*%

j
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

1601711415145771411352563147**159721872Letters
92%94%91%95%93%98%90%95%92%**91%91%94%

bbfbf

1371377346116859410532444118**122601514Large letters
78%75%75%76%77%91%55%75%74%**70%76%76%

bfabcdefhffff

143141635212086067637494104**136631559Parcels and packets
82%78%77%78%79%66%63%84%65%**78%80%78%

dfgdfghdfgdfg

Advertising and
promotional material,
such as catalogues,
brochures and direct

134157139313126329845520138**156721706mail
77%86%86%85%82%85%76%88%86%**89%91%85%

bfhfhf

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

991117283934458702937191**118451217customer packs etc
57%61%62%61%60%60%49%63%57%**67%57%61%

fdfh

Other everyday
correspondence, such as
invoices, one off bills

147161241113486739444526142**156771759etc.
84%88%90%87%88%82%75%89%89%**89%98%88%

ffgffbcdefgh

Publications, such as
magazines, periodicals,

123138336611405808136420136**136721506customer newsletters
70%76%80%74%76%70%61%71%85%**77%91%75%

afefghffbefgh

Goods / business
supplies / large packets

---------**---ordered via lorry
-%-%-%-%-%-%-%-%-%**-%-%-%

Legal / accounts
---------**---documents / tax forms
-%-%-%-%-%-%-%-%-%**-%-%-%

Order fulfilment
(sending ordered goods

991136278958485572837697**105521236to customers)
57%62%61%62%63%49%47%64%61%**60%66%62%

fgfgfgfg

---------**---Refused
-%-%-%-%-%-%-%-%-%**-%-%-%

4124127--25**--16None of these
2%1%1%1%1%-%-%*%3%**-%-%1%

abeh
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

-1-11----**--1Other
-%*%-%*%*%-%-%-%-%**-%-%*%

-1-1-*-1-**--1Don't know
-%*%-%*%-%*%-%*%-%**-%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

40327411569917731872Letters
94%97%93%88%94%94%

acb

3462329057014441514Large letters
80%82%73%63%76%76%

aab

3732269297214881559Parcels and packets
87%80%75%64%79%78%

abb

Advertising and
promotional material,
such as catalogues,
brochures and direct

38124010509616101706mail
88%85%84%86%85%85%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2861827235611611217customer packs etc
66%64%58%50%62%61%

ab

Other everyday
correspondence, such as
invoices, one off bills

39725310719316661759etc.
92%90%86%83%88%88%

a

Publications, such as
magazines, periodicals,

3232379227714301506customer newsletters
75%84%74%69%76%75%

ac

Goods / business
supplies / large packets

------ordered via lorry
-%-%-%-%-%-%

Legal / accounts
------documents / tax forms
-%-%-%-%-%-%

Order fulfilment
(sending ordered goods

3021827305111851236to customers)
70%64%59%45%63%62%

ab

------Refused
-%-%-%-%-%-%

2-14-1616None of these
*%-%1%-%1%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

--1-11Other
-%-%*%-%*%*%

1*--11Don't know
*%*%-%-%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

272853747**441828************22816001872Letters
95%95%92%**95%94%************95%93%94%

a

243728543**321481************21112711514Large letters
85%81%67%**70%76%************88%74%76%

aaacij

255712592**381521************21713041559Parcels and packets
89%79%73%**83%78%************91%76%78%

abaai

Advertising and
promotional material,
such as catalogues,
brochures and direct

248774684**361669************21214571706mail
87%86%84%**78%85%************88%85%85%

j

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

204557456**361181************16810131217customer packs etc
71%62%56%**77%60%************70%59%61%

abaaiaiai

Other everyday
correspondence, such as
invoices, one off bills

269820670**431716************22614901759etc.
94%91%82%**92%88%************94%87%88%

aaai

Publications, such as
magazines, periodicals,

219697590**291477************19012871506customer newsletters
77%77%73%**63%76%************79%75%75%

acjcjcj

Goods / business
supplies / large packets

---**--************---ordered via lorry
-%-%-%**-%-%************-%-%-%

Legal / accounts
---**--************---documents / tax forms
-%-%-%**-%-%************-%-%-%

Order fulfilment
(sending ordered goods

213574449**341202************17910231236to customers)
75%64%55%**73%62%************75%60%62%

abaaaai

---**--************---Refused
-%-%-%**-%-%************-%-%-%

268**-16************21416None of these
1%1%1%**-%1%************1%1%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

--1**-1************-11Other
-%-%*%**-%*%************-%*%*%

*-1**-1*************11Don't know
*%-%*%**-%*%*************%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********4512271213408701130675111651872Letters
**********89%98%95%96%96%97%98%98%94%

bdfdefdef

**********391035101535361511077109821514Large letters
**********78%82%79%83%84%83%93%82%76%

abffacdeff

**********361014102534366710796529481559Parcels and packets
**********71%81%80%81%91%80%85%79%78%

abcefacef

Advertising and
promotional material,
such as catalogues,
brochures and direct

**********3910841133377654115368310291706mail
**********79%86%88%89%89%86%89%86%85%

cc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**********257838213235018355297341217customer packs etc
**********49%62%64%76%68%62%69%61%61%

bbabcdfacacf

Other everyday
correspondence, such as
invoices, one off bills

**********4111331194390669120870810761759etc.
**********82%90%93%92%91%90%92%90%88%

bbac

Publications, such as
magazines, periodicals,

**********35993101134457110566389411506customer newsletters
**********70%79%79%81%78%79%83%79%75%

acdf

Goods / business
supplies / large packets

**********---------ordered via lorry
**********-%-%-%-%-%-%-%-%-%

Legal / accounts
**********---------documents / tax forms
**********-%-%-%-%-%-%-%-%-%

Order fulfilment
(sending ordered goods

**********308068712885488635257621236to customers)
**********60%64%68%68%75%64%68%64%62%

acabcefac

**********---------Refused
**********-%-%-%-%-%-%-%-%-%

**********2451461616None of these
**********4%*%*%*%1%*%*%1%1%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********-1---1111Other
**********-%*%-%-%-%*%*%*%*%

***********11111111Don't know
***********%*%*%*%*%*%*%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**135293397475**************6881872Letters
**95%96%97%99%**************96%94%

d

**131262338371**************6041514Large letters
**92%86%83%77%**************84%76%

abcaa

**120247329379**************6541559Parcels and packets
**84%81%81%79%**************91%78%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**121266358403**************6411706mail
**84%88%88%84%**************89%85%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**93204256278**************4931217customer packs etc
**65%67%63%58%**************69%61%

a

Other everyday
correspondence, such as
invoices, one off bills

**129276361437**************6571759etc.
**90%91%88%91%**************91%88%

Publications, such as
magazines, periodicals,

**111251337354**************5601506customer newsletters
**78%83%83%73%**************78%75%

aa

Goods / business
supplies / large packets

**----**************--ordered via lorry
**-%-%-%-%**************-%-%

Legal / accounts
**----**************--documents / tax forms
**-%-%-%-%**************-%-%

Order fulfilment
(sending ordered goods

**102203245309**************5351236to customers)
**71%67%60%64%**************75%62%

b

**----**************--Refused
**-%-%-%-%**************-%-%

**411***************416None of these
**3%*%*%*%**************1%1%

abc
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**---1**************-1Other
**-%-%-%*%**************-%*%

***1--**************11Don't know
***%*%-%-%***************%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

5312532241648272**417**711781452941872Letters
100%97%94%94%97%**95%**91%97%96%96%94%

d

3810691821332247**356**571571312591514Large letters
72%83%76%76%88%**81%**73%86%87%84%76%

baddd

4610332111349259**396**701751412711559Parcels and packets
88%80%89%77%92%**90%**89%96%93%88%78%

aad

Advertising and
promotional material,
such as catalogues,
brochures and direct

4411092131492254**387**741641352701706mail
84%86%90%85%90%**88%**94%90%89%88%85%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

367991661051186**304**601311061911217customer packs etc
69%62%70%60%66%**69%**77%72%70%62%61%

aaa

Other everyday
correspondence, such as
invoices, one off bills

4611622141545263**393**761741392691759etc.
87%90%90%88%94%**90%**97%95%91%87%88%

aa

Publications, such as
magazines, periodicals,

3810181731333227**333**591271252531506customer newsletters
72%79%73%76%81%**76%**76%70%83%82%75%

cc

Goods / business
supplies / large packets

-----**-**-----ordered via lorry
-%-%-%-%-%**-%**-%-%-%-%-%

Legal / accounts
-----**-**-----documents / tax forms
-%-%-%-%-%**-%**-%-%-%-%-%

Order fulfilment
(sending ordered goods

288351631073206**334**601411142211236to customers)
53%65%68%61%73%**76%**77%78%75%72%62%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-----**-**-----Refused
-%-%-%-%-%**-%**-%-%-%-%-%

-6412-**4**---416None of these
-%*%2%1%-%**1%**-%-%-%1%1%

1-1--**-**----1Other
2%-%1%-%-%**-%**-%-%-%-%*%

aa

-1-11**-**---11Don't know
-%*%-%*%*%**-%**-%-%-%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1211106403218481**187152731872Letters
**98%98%98%95%96%**98%96%92%94%

**113932372186427**174139651514Large letters
**92%82%91%81%85%**91%88%82%76%

bb

**97897352205460**171143681559Parcels and packets
**79%79%86%90%92%**90%91%86%78%

bc

Advertising and
promotional material,
such as catalogues,
brochures and direct

**110975370207444**171141711706mail
**89%86%90%90%89%**89%90%89%85%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**87697288169330**136116531217customer packs etc
**71%62%70%74%66%**71%73%67%61%

bba

Other everyday
correspondence, such as
invoices, one off bills

**1131027387213454**186151761759etc.
**91%91%94%93%91%**97%96%96%88%

b

Publications, such as
magazines, periodicals,

**98895340182387**160132591506customer newsletters
**79%79%83%79%77%**84%84%74%75%

Goods / business
supplies / large packets

**-----**----ordered via lorry
**-%-%-%-%-%**-%-%-%-%

Legal / accounts
**-----**----documents / tax forms
**-%-%-%-%-%**-%-%-%-%

Order fulfilment
(sending ordered goods

**78730256171375**149121641236to customers)
**64%64%62%74%75%**78%77%81%62%

**-----**----Refused
**-%-%-%-%-%**-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 84  (continuation)                                                                                                                                                   Page 1476

QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**-634-**-2-16None of these
**-%1%1%2%-%**-%1%-%1%

a

**-11--**1--1Other
**-%*%*%-%-%**1%-%-%*%

***11-1**---1Don't know
***%*%*%-%*%**-%-%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**7619855337141105**151460501**1126833301872Letters
**98%97%96%98%98%**98%96%96%**100%98%98%94%

**662859486679945**135415435**1076473161514Large letters
**85%85%88%93%83%**88%86%83%**95%93%94%76%

aac

**634806509621900**143445477**1005962911559Parcels and packets
**82%80%92%85%80%**93%92%91%**89%86%87%78%

aba

Advertising and
promotional material,
such as catalogues,
brochures and direct

**692874496651985**138426467**1006213041706mail
**89%86%90%89%87%**90%88%89%**89%89%91%85%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**512629376500702**113327368**794792441217customer packs etc
**66%62%68%68%62%**74%68%70%**70%69%73%61%

aa

Other everyday
correspondence, such as
invoices, one off bills

**7139155116731028**146434489**1066433151759etc.
**92%90%92%92%91%**95%90%94%**95%92%94%88%

bb

Publications, such as
magazines, periodicals,

**626808438609901**115382408**935742881506customer newsletters
**80%80%79%83%80%**75%79%78%**83%82%86%75%

ac

Goods / business
supplies / large packets

**-----**---**----ordered via lorry
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Legal / accounts
**-----**---**----documents / tax forms
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Order fulfilment
(sending ordered goods

**542655431503738**106356382**774872041236to customers)
**70%65%78%69%65%**69%74%73%**69%70%61%62%

aaba

**-----**---**----Refused
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**45216**-24**-*-16None of these
***%*%*%*%1%**-%*%1%**-%*%-%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**---11**---**1111Other
**-%-%-%*%*%**-%-%-%**1%*%*%*%

***1111**--1***111Don't know
***%*%*%*%*%**-%-%*%***%*%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********73793446702922093581872Letters
********98%97%100%100%97%95%97%94%

********63981644632671983261514Large letters
********85%85%96%90%89%90%89%76%

********61276044642832033371559Parcels and packets
********81%79%97%92%94%92%92%78%

Advertising and
promotional material,
such as catalogues,
brochures and direct

********66782043612752003311706mail
********88%86%93%88%91%91%90%85%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

********50360030432181522371217customer packs etc
********67%63%66%62%72%69%64%61%

a

Other everyday
correspondence, such as
invoices, one off bills

********69387045662951983361759etc.
********92%91%100%94%98%90%91%88%

abab

Publications, such as
magazines, periodicals,

********60176341552331753001506customer newsletters
********80%80%91%78%77%79%81%75%

bc

Goods / business
supplies / large packets

********--------ordered via lorry
********-%-%-%-%-%-%-%-%

Legal / accounts
********--------documents / tax forms
********-%-%-%-%-%-%-%-%

Order fulfilment
(sending ordered goods

********52762537492411772911236to customers)
********70%65%80%69%80%80%79%62%

a

********--------Refused
********-%-%-%-%-%-%-%-%

********45-----16None of these
*********%1%-%-%-%-%-%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********-1-----1Other
********-%*%-%-%-%-%-%*%

*********1-----1Don't know
*********%*%-%-%-%-%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

1495227**1485**43218341094183415121872149518721872Letters
93%95%**94%**98%98%97%94%97%99%99%100%94%

aededebcde

1211200**1221**3801483967150313291514151414951514Large letters
76%84%**77%**86%79%86%77%85%80%100%80%76%

bbbaceeacde

1229195**1227**41415211068154415591531132915121559Parcels and packets
77%81%**77%**94%81%95%79%100%81%88%81%78%

bbabceace

Advertising and
promotional material,
such as catalogues,
brochures and direct

1345221**1342**41216261026170614151648138216331706mail
84%92%**85%**93%87%91%88%91%87%91%87%85%

bbbaceace

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

950165**964**3191164750121710391176101411651217customer packs etc
59%69%**61%**72%62%66%63%67%62%67%62%61%

babbaceace

Other everyday
correspondence, such as
invoices, one off bills

1407220**1401**40716681041175914361691141416721759etc.
88%92%**89%**92%89%92%90%92%89%93%89%88%

bbacace

Publications, such as
magazines, periodicals,

1209192**1212**3611445925150612541467125614531506customer newsletters
76%80%**77%**82%77%82%77%80%78%83%78%75%

bbaceace

Goods / business
supplies / large packets

--**-**---------ordered via lorry
-%-%**-%**-%-%-%-%-%-%-%-%-%

Legal / accounts
--**-**---------documents / tax forms
-%-%**-%**-%-%-%-%-%-%-%-%-%

Order fulfilment
(sending ordered goods

974176**994**3311201825123611111209105011971236to customers)
61%73%**63%**75%64%73%64%71%64%69%64%62%

bbbaceace

--**-**---------Refused
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

14-**12**---1----16None of these
1%-%**1%**-%-%-%*%-%-%-%-%1%

-1**-**111111111Other
-%1%**-%***%*%*%*%*%*%*%*%*%

b

*1**1**--------1Don't know
*%*%***%**-%-%-%-%-%-%-%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

897975156690212329133120033586**3611872Letters
92%96%94%91%91%91%94%95%94%95%**94%94%

bac

720794124379189267106716927576**3001514Large letters
73%78%75%79%81%74%75%80%77%83%**78%76%

b

762798125993204262110318331078**3371559Parcels and packets
78%78%76%94%87%73%78%87%87%86%**88%78%

cccbc

Advertising and
promotional material,
such as catalogues,
brochures and direct

808898140388211313119818431080**3311706mail
82%88%84%89%90%86%85%87%87%88%**86%85%

bc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5886299937115022883414623570**2591217customer packs etc
60%62%60%72%64%63%59%69%66%77%**67%61%

cbb

Other everyday
correspondence, such as
invoices, one off bills

843916145388214321123319531787**3441759etc.
86%90%87%89%91%89%87%92%89%95%**89%88%

bb

Publications, such as
magazines, periodicals,

716791124978177278106415526671**2871506customer newsletters
73%78%75%79%75%77%75%74%74%78%**74%75%

b

Goods / business
supplies / large packets

----------**--ordered via lorry
-%-%-%-%-%-%-%-%-%-%**-%-%

Legal / accounts
----------**--documents / tax forms
-%-%-%-%-%-%-%-%-%-%**-%-%

Order fulfilment
(sending ordered goods

6026349937616521186215624460**2611236to customers)
61%62%60%76%71%58%61%74%68%66%**68%62%

ccbc

----------**--Refused
-%-%-%-%-%-%-%-%-%-%**-%-%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

8816--610-4-**416None of these
1%1%1%-%-%2%1%-%1%-%**1%1%

a

-11---1--1**11Other
-%*%*%-%-%-%*%-%-%1%***%*%

b

*11---1---**-1Don't know
*%*%*%-%-%-%*%-%-%-%**-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

1021751932261401031661841151741811141872Letters
93%96%93%93%94%94%87%95%98%97%93%90%94%

affffabfgijlaf

841431531809680150155102143136921514Large letters
76%78%74%75%65%73%79%80%87%80%70%73%76%

hhhbhabfghijklh

851491551831088914315397151154911559Parcels and packets
77%82%75%76%73%82%75%79%83%84%79%72%78%

aaahafhj

Advertising and
promotional material,
such as catalogues,
brochures and direct

9516116819813180163166951541751211706mail
86%88%81%82%88%73%86%86%81%86%90%95%85%

gggggggdgijcdefghijkl

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

7511513815498551091196993111831217customer packs etc
68%63%66%64%66%50%57%62%59%51%57%66%61%

cfgcgcgcgcggcg

Other everyday
correspondence, such as
invoices, one off bills

101161180210126901761701101501751091759etc.
92%88%87%87%85%82%92%88%94%84%90%86%88%

cgcghacghijg

Publications, such as
magazines, periodicals,

8714215218111364153135971281531021506customer newsletters
79%78%73%75%76%59%80%70%83%71%79%80%75%

gggggeggcegjggeg

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

Order fulfilment
(sending ordered goods

70127101146926813412663105129741236to customers)
64%69%49%60%62%62%70%66%54%58%66%59%62%

jacdjjjjacdjdjdj

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*222252---116None of these
-%*%1%1%1%2%2%1%-%-%-%*%1%

bcd
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

--1---------1Other
-%-%1%-%-%-%-%-%-%-%-%-%*%

----*-----1-1Don't know
-%-%-%-%*%-%-%-%-%-%*%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

4704694654681872Letters
94%94%93%94%94%

3793564073711514Large letters
76%71%81%74%76%

acd

3893813933971559Parcels and packets
78%76%79%79%78%

Advertising and
promotional material,
such as catalogues,
brochures and direct

4234094244491706mail
85%82%85%90%85%

bcd

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

3273072962871217customer packs etc
65%61%59%57%61%

ab

Other everyday
correspondence, such as
invoices, one off bills

4424274564351759etc.
88%85%91%87%88%

ac

Publications, such as
magazines, periodicals,

3813583853831506customer newsletters
76%72%77%77%75%

Goods / business
supplies / large packets

-----ordered via lorry
-%-%-%-%-%

Legal / accounts
-----documents / tax forms
-%-%-%-%-%

Order fulfilment
(sending ordered goods

2983063243081236to customers)
60%61%65%62%62%

-----Refused
-%-%-%-%-%

367116None of these
1%1%1%*%1%

aa

1---1Other
*%-%-%-%*%

-*-11Don't know
-%*%-%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
127541244285334855511131913631848Unweighted total

5634108509679597143918131872Weighted total

Urgent delivery - on the
same day or a specific

8622768411137243254time the next day
14%16%21%15%12%19%21%20%18%13%14%

aaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

11431140157172410416433system)
20%11%29%28%23%29%37%32%27%23%23%

dddaaa

Timed delivery (i.e. to
arrive by specific time

7119908310136250260/day)
13%3%18%18%12%17%19%24%14%14%14%

ddadab

5330106484646547123517331787Standard delivery
95%86%98%95%95%92%97%92%92%96%95%

dddbe

922277899225259268International delivery
16%5%20%15%13%15%27%12%14%14%14%

daddabce

1*2783*122224Cross-Border Delivery
2%1%2%1%1%5%7%4%4%1%1%

aaaa

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--*34*--*1010READ OUT)
-%-%*%1%1%*%-%-%*%1%1%

Don't Know (DO NOT READ
1218183*123134OUT)
2%7%1%2%3%5%3%4%6%2%2%

bcaa
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
23222322011739212213521012650203731621848Unweighted total

8798941592128161169309165652681112161872Weighted total

Urgent delivery - on the
same day or a specific

1312112181925293219**441332254time the next day
14%12%11%14%15%16%17%10%11%**16%12%15%14%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1821213734041406621**792450433system)
21%21%22%23%31%26%24%21%13%**30%22%23%23%

eeeemeeeme

Timed delivery (i.e. to
arrive by specific time

1415112203122342615**51826260/day)
16%15%12%14%24%13%20%8%9%**19%7%12%14%

fffabefhjkbefkbef

8697931512128149164289155**2551092021787Standard delivery
99%98%98%95%99%93%97%94%94%**95%99%93%95%

acefhjaefhjaefhjaefhj

1515102271419223715**731529268International delivery
18%15%11%14%11%12%13%12%9%**27%13%14%14%

dekdddabdefghd
ijklm

24--------**---24Cross-Border Delivery
28%-%-%-%-%-%-%-%-%**-%-%-%1%

abcdefgh

ijkl

---------**----Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%**-%-%-%-%

None of these (DO NOT
*--9---12**--510READ OUT)
1%-%-%1%-%-%-%*%1%**-%-%2%1%

cklcjkl

Don't Know (DO NOT READ
*1132*4285**51434OUT)
*%1%1%2%*%2%1%2%3%**2%1%2%2%

mmm
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
200164848813607361026346615644188801848Unweighted total
160171141514577141135256314739159721872Weighted total

Urgent delivery - on the
same day or a specific

4321164189952757518**2010254time the next day
27%12%16%13%13%24%10%13%12%**13%13%14%

abcdefh

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

6237110333116240813232**3115433system)
39%22%25%23%23%35%16%23%22%**19%21%23%

aabdefh

Timed delivery (i.e. to
arrive by specific time

4621457203972967917**1710260/day)
29%12%14%14%14%26%11%14%12%**11%14%14%

abcdefh

1561631398138967810748537142**152721787Standard delivery
97%95%96%95%95%95%92%95%97%**95%100%95%

fgh

38229492199212610213**2413268International delivery
24%13%12%15%13%10%11%18%9%**15%18%14%

adhd

2227178*-92**5124Cross-Border Delivery
1%1%2%1%1%*%-%2%1%**3%1%1%

---------**---Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%**-%-%-%

None of these (DO NOT
*10286--4***--10READ OUT)
*%1%1%1%1%-%-%1%*%**-%-%1%

Don't Know (DO NOT READ
23262812*-151**6-34OUT)
1%2%2%2%2%*%-%3%1%**3%-%2%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
42827511187517731848Unweighted total
40327411569917731872Weighted total

Urgent delivery - on the
same day or a specific

655212810244254time the next day
16%19%11%10%14%14%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1027224817416433system)
25%26%21%18%23%23%

Timed delivery (i.e. to
arrive by specific time

62451435255260/day)
15%16%12%5%14%14%

b

38226511079216951787Standard delivery
95%97%96%94%96%95%

626713011257268International delivery
15%24%11%11%14%14%

aac

661222224Cross-Border Delivery
2%2%1%3%1%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
*186310READ OUT)
*%*%1%6%*%1%

a

Don't Know (DO NOT READ
14218-3434OUT)

3%1%2%-%2%2%

ab
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
35487861612581790-12544629614941848Unweighted total
2728537475441828-*2213922816001872Weighted total

Urgent delivery - on the
same day or a specific

6011777**11243************49194254time the next day
22%14%10%**25%13%************22%12%14%

abaaiaiai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

80206148**18415************62353433system)
29%24%20%**41%23%************27%22%23%

aaabiabi

Timed delivery (i.e. to
arrive by specific time

5411492**9251************45206260/day)
20%13%12%**20%14%************20%13%14%

abai

258819710**411746************21715291787Standard delivery
95%96%95%**94%95%************95%96%95%

6812376**11257************58199268International delivery
25%14%10%**25%14%************25%12%14%

abaaiaiai

3147**124************32124Cross-Border Delivery
1%2%1%**1%1%************1%1%1%

---**--************---Other (PLEASE SPECIFY)
-%-%-%**-%-%************-%-%-%

None of these (DO NOT
*28**-10*************1010READ OUT)
*%*%1%**-%1%*************%1%1%

b

Don't Know (DO NOT READ
81214**232************52634OUT)
3%1%2%**5%2%************2%2%2%

aiai

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517346812221246473710135483712211848Unweighted total
2655164512271213408701130675111651872Weighted total

Urgent delivery - on the
same day or a specific

**********1118816456121205136185254time the next day
**********24%15%14%14%17%16%18%16%14%

cfef

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**********14310269101182334213298433system)
**********32%25%22%25%26%26%28%26%23%

fff

Timed delivery (i.e. to
arrive by specific time

**********618916268121200131186260/day)
**********13%15%13%17%17%15%17%16%14%

cff

**********3911691166391659123971611111787Standard delivery
**********87%95%96%96%94%95%95%95%95%

bbd

**********519018069137201138179268International delivery
**********12%15%15%17%19%15%18%15%14%

acff

**********1131871315101224Cross-Border Delivery
**********2%1%2%2%2%1%1%1%1%

a

**********---------Other (PLEASE SPECIFY)
**********-%-%-%-%-%-%-%-%-%

None of these (DO NOT
**********1631172710READ OUT)
**********3%*%*%*%*%1%*%1%1%

a

Don't Know (DO NOT READ
**********2202852222151234OUT)
**********5%2%2%1%3%2%2%1%2%

aaace
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62273243814165-23-6116881848Unweighted total
51352933974752-1*-486881872Weighted total

Urgent delivery - on the
same day or a specific

**35435272**************117254time the next day
**26%15%13%15%**************17%14%

abc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**458086121**************178433system)
**33%27%22%26%**************26%23%

ab

Timed delivery (i.e. to
arrive by specific time

**25385681**************116260/day)
**19%13%14%17%**************17%14%

**130283381442**************6481787Standard delivery
**96%97%96%93%**************94%95%

a

**25424886**************132268International delivery
**19%14%12%18%**************19%14%

bb

**3426**************1324Cross-Border Delivery
**2%1%*%1%**************2%1%

b

**----**************--Other (PLEASE SPECIFY)
**-%-%-%-%**************-%-%

None of these (DO NOT
***1-6**************110READ OUT)
***%*%-%1%***************%1%

b

Don't Know (DO NOT READ
**31613**************2034OUT)
**2%*%2%3%**************3%2%

cc
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60129423216162962039414901711422931848Unweighted total
53125322416482721341714711781452941872Weighted total

Urgent delivery - on the
same day or a specific

91953621854**65**16311852254time the next day
18%16%16%13%20%**16%**23%17%12%18%14%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

213136536982**98**18582874433system)
39%25%29%22%30%**23%**25%33%20%25%23%

aaab

Timed delivery (i.e. to
arrive by specific time

151854421656**63**16292549260/day)
29%15%20%13%20%**15%**23%17%17%17%14%

aa

4811912081579251**395**641701382741787Standard delivery
91%95%93%96%92%**95%**90%96%95%93%95%

101915321545**90**26501644268International delivery
18%15%23%13%16%**22%**37%28%11%15%14%

aabab

1145194**8***42724Cross-Border Delivery
2%1%2%1%1%**2%***%2%1%2%1%

-----**-**-----Other (PLEASE SPECIFY)
-%-%-%-%-%**-%**-%-%-%-%-%

None of these (DO NOT
53551*****---110READ OUT)
9%*%2%*%*%***%**-%-%-%*%1%

aa

Don't Know (DO NOT READ
-226288**14**464834OUT)
-%2%3%2%3%**3%**5%4%3%3%2%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1163115741022248722199164671848Unweighted total
*121110640321848118187152731872Weighted total

Urgent delivery - on the
same day or a specific

**331741162693**372211254time the next day
**27%16%29%12%19%**20%14%15%14%

bbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**3927418555125**704520433system)
**32%25%46%25%26%**38%30%27%23%

bbc

Timed delivery (i.e. to
arrive by specific time

**321731073286**382113260/day)
**27%16%27%15%18%**20%14%18%14%

bb

**1111067382205452**175142701787Standard delivery
**92%96%95%94%94%**94%94%96%95%

c

**721661075480**614125268International delivery
**59%15%27%25%17%**33%27%35%14%

abba

**812558**33224Cross-Border Delivery
**6%1%1%2%2%**2%2%3%1%

ab

**-----**----Other (PLEASE SPECIFY)
**-%-%-%-%-%**-%-%-%-%

None of these (DO NOT
**13-*1**-*-10READ OUT)
**1%*%-%*%*%**-%*%-%1%

a

Don't Know (DO NOT READ
**2123913**56334OUT)
**1%1%1%4%3%**3%4%4%2%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2384710175507951164117447050011457553441848Unweighted total
267619855337141105*151460501*1126833301872Weighted total

Urgent delivery - on the
same day or a specific

**11216895132177**318498**3812485254time the next day
**15%17%18%18%16%**21%18%20%**34%18%26%14%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**197263139205284**38128159**47197136433system)
**26%27%26%29%26%**25%28%32%**42%29%41%23%

bb

Timed delivery (i.e. to
arrive by specific time

**10415395122175**3576101**3311683260/day)
**14%16%18%17%16%**23%16%20%**30%17%25%14%

bb

**7399345016811057**144435476**1096593111787Standard delivery
**97%95%94%95%96%**95%94%95%**97%97%94%95%

a

**12716596133173**58102114**6312083268International delivery
**17%17%18%19%16%**38%22%23%**56%18%25%14%

ababb

**111191012**898**810424Cross-Border Delivery
**1%1%2%1%1%**5%2%2%**7%1%1%1%

abab

**-----**---**----Other (PLEASE SPECIFY)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

None of these (DO NOT
**131*3***11*****10READ OUT)
***%*%*%*%*%***%*%*%***%*%*%1%

Don't Know (DO NOT READ
**1417151512**31215***10934OUT)
**2%2%3%2%1%**2%3%3%***%1%3%2%

a
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244182296258692992463731848Unweighted total
827214273793446702922093581872Weighted total

Urgent delivery - on the
same day or a specific

********1051601319654573254time the next day
********14%17%28%27%22%22%20%14%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

********18724712239864106433system)
********25%26%27%33%34%31%29%23%

Timed delivery (i.e. to
arrive by specific time

********1001461620713969260/day)
********14%16%36%28%24%19%19%14%

ab

********71989243662792043411787Standard delivery
********98%95%95%94%96%98%95%95%

a

********1101522431685067268International delivery
********15%16%53%45%23%24%19%14%

abcabc

********11102256524Cross-Border Delivery
********1%1%5%4%2%3%1%1%

a

********--------Other (PLEASE SPECIFY)
********-%-%-%-%-%-%-%-%

None of these (DO NOT
********13--1*110READ OUT)
*********%*%-%-%*%*%*%1%

Don't Know (DO NOT READ
********812*194634OUT)
********1%1%*%2%3%2%2%2%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1502211371502448318041103181515391848153018481848Unweighted total
1495227501485243218341094183415121872149518721872Weighted total

Urgent delivery - on the
same day or a specific

19241**192**137246254252233254239254254time the next day
13%18%**13%**32%13%23%14%15%14%16%14%14%

babbac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

33468**332**206425433430395433379433433system)
22%30%**22%**48%23%40%23%26%23%25%23%23%

babbac

Timed delivery (i.e. to
arrive by specific time

20233**200**145255260260239260232260260/day)
14%15%**13%**34%14%24%14%16%14%16%14%14%

abb

1424224**1420**41817871039175114401787142717871787Standard delivery
95%99%**96%**97%97%95%95%95%95%95%95%95%

ba

20248**211**268265213264243268235268268International delivery
13%21%**14%**62%14%20%14%16%14%16%14%14%

babb

193**20**242419242224222424Cross-Border Delivery
1%1%**1%**6%1%2%1%1%1%1%1%1%

ab

--**-**---------Other (PLEASE SPECIFY)
-%-%**-%**-%-%-%-%-%-%-%-%-%

None of these (DO NOT
5***5**144851031010READ OUT)
*%*%***%***%*%*%*%*%1%*%1%1%

Don't Know (DO NOT READ
29***26**31913343234283434OUT)

2%*%**2%**1%1%1%2%2%2%2%2%2%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
854994153087216328129721533183163501848Unweighted total
897975156690212329133120033586193611872Weighted total

Urgent delivery - on the
same day or a specific

118136197173825194345311**55254time the next day
13%14%13%19%18%8%15%17%16%13%**15%14%

ccc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1942403452662723085310520**108433system)
22%25%22%29%29%22%23%27%31%23%**30%23%

c

Timed delivery (i.e. to
arrive by specific time

105155199164433196315615**57260/day)
12%16%13%18%21%10%15%16%17%17%**16%14%

bcc

853934149588201316126419531383**3411787Standard delivery
95%96%95%97%95%96%95%97%94%96%**94%95%

131137192195545179427425**89268International delivery
15%14%12%21%26%14%13%21%22%29%**25%14%

ccbc

12131815415662**624Cross-Border Delivery
1%1%1%1%2%1%1%3%2%2%**2%1%

b

----------**--Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%**-%-%

None of these (DO NOT
8110-*-10*5***510READ OUT)
1%*%1%-%*%-%1%*%1%*%**1%1%

a

Don't Know (DO NOT READ
21142617428284**934OUT)

2%1%2%1%3%1%2%1%3%4%**2%2%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1231631811471271651501591651551541591848Unweighted total
1021751932261401031661841151741811141872Weighted total

Urgent delivery - on the
same day or a specific

161616302621263412182612254time the next day
15%9%8%13%18%21%16%19%11%10%15%11%14%

jkacdjkjacdjk

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

212427673933446720343719433system)
21%14%14%30%28%32%27%36%18%20%20%17%23%

acdjkadjkabcdjklajkabcdjkl

Timed delivery (i.e. to
arrive by specific time

151516383210243713212612260/day)
15%9%8%17%23%10%14%20%12%12%14%11%14%

jkacdgjkadgjk

100159187220136971581811121591711101787Standard delivery
98%91%97%97%97%94%95%99%98%91%94%96%95%

ckckckkbcgkckk

211924282618283415211814268International delivery
21%11%13%13%19%17%17%19%13%12%10%12%14%

bkbb

31132133231124Cross-Border Delivery
2%1%1%1%2%1%2%2%2%2%*%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
*3--232-----10READ OUT)
*%1%-%-%1%3%1%-%-%-%-%-%1%

abcdeij

Don't Know (DO NOT READ
-712*123-78334OUT)
-%4%1%1%*%*%1%1%-%4%4%3%2%

dghjldghjldghjld
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4674394744681848Unweighted total
4704694654681872Weighted total

Urgent delivery - on the
same day or a specific

48777356254time the next day
10%16%16%12%14%

dd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

7213913191433system)
15%30%28%19%23%

adad

Timed delivery (i.e. to
arrive by specific time

46807459260/day)
10%17%16%13%14%

dd

4454524514391787Standard delivery
95%96%97%94%95%

a

65727754268International delivery
14%15%17%11%14%

a

578424Cross-Border Delivery
1%1%2%1%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
352-10READ OUT)
1%1%*%-%1%

a

Don't Know (DO NOT READ
9351834OUT)
2%1%1%4%2%

bc
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
112501073714154465010728911041550Unweighted total

473288430519546133514591514Weighted total

Urgent delivery - on the
same day or a specific

7**16686710**26196206time the next day
15%**18%16%13%18%**18%16%13%14%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

12**2411513215**49363378system)
26%**27%27%25%28%**29%26%25%25%

dddda

Timed delivery (i.e. to
arrive by specific time

5**1361718**24186194/day)
10%**15%14%14%15%**18%12%13%13%

ddab

46**8440849750**123213851435Standard delivery
98%**96%95%96%92%**92%91%95%95%

be

6**1658647**24197204International delivery
12%**18%13%12%13%**13%10%13%13%

dabce

1**2862**112022Cross-Border Delivery
2%**2%2%1%4%**4%3%1%1%

aaaa

-**----**----Other (PLEASE SPECIFY)
-%**-%-%-%-%**-%-%-%-%

None of these (DO NOT
***375***-*2121READ OUT)
*%**3%2%1%1%**-%1%1%1%

Don't Know (DO NOT READ
****372***21517OUT)
1%***%1%1%4%**3%5%1%1%

aa
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
1931941839807710511217610340169591391550Unweighted total

71837712839613113625313047220851861514Weighted total

Urgent delivery - on the
same day or a specific

12891761318172412**42937206time the next day
17%9%12%14%13%13%13%10%9%**19%10%20%14%

fleflefjl

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1918153252835306222**801840378system)
27%22%20%25%29%26%22%25%17%**37%22%22%25%

abefgjk

l

Timed delivery (i.e. to
arrive by specific time

1210111611916142210**40923194/day)
17%11%14%13%20%13%10%9%8%**18%10%12%13%

efefefj

677973121593126124240119**205811811435Standard delivery
95%95%95%95%97%96%92%95%92%**93%96%97%95%

1712616910209266**581128204International delivery
25%14%8%13%10%15%7%10%5%**26%12%15%13%

eadefgijkeegabdefgheg

lijkl

22--------**---22Cross-Border Delivery
31%-%-%-%-%-%-%-%-%**-%-%-%1%

abcdefgh

ijkl

---------**----Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%**-%-%-%-%

None of these (DO NOT
11118--344**42-21READ OUT)
1%1%1%1%-%-%2%2%3%**2%3%-%1%

aa

Don't Know (DO NOT READ
*1115*3222**3*317OUT)
*%1%1%1%*%2%2%1%2%**1%*%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 86  (continuation)                                                                                                                                                   Page 1505

QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
17113794181132631964638012836153681550Unweighted total
137137734611685941053244411828122601514Weighted total

Urgent delivery - on the
same day or a specific

30176531537726**5819**117206time the next day
22%13%15%13%13%25%**13%16%**9%11%14%

aabceh

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

603188928915048**10025**2114378system)
44%23%26%25%25%46%**23%22%**17%23%25%

ababdefh

Timed delivery (i.e. to
arrive by specific time

37157431517324**5916**124194/day)
27%11%13%13%12%23%**13%14%**10%7%13%

acabcehcc

12813073251110554101**422115**113601435Standard delivery
93%95%94%95%93%97%**95%97%**92%99%95%

bh

28176361686911**8310**217204International delivery
21%13%10%14%12%11%**19%8%**17%11%13%

abcdfhcdf

22061661**91**3122Cross-Border Delivery
2%1%2%1%1%1%**2%1%**3%2%1%

------**--**---Other (PLEASE SPECIFY)
-%-%-%-%-%-%**-%-%**-%-%-%

None of these (DO NOT
31951613-**61**2-21READ OUT)
2%1%1%1%2%-%**1%1%**1%-%1%

Don't Know (DO NOT READ
1165128***71**1-17OUT)
1%1%2%1%1%*%**2%*%**1%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 86  (continuation)                                                                                                                                                   Page 1506

QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3752409145414961550Unweighted total
3462329057014441514Weighted total

Urgent delivery - on the
same day or a specific

51361147199206time the next day
15%16%13%10%14%14%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

955821516362378system)
27%25%24%23%25%25%

Timed delivery (i.e. to
arrive by specific time

52291103191194/day)
15%12%12%5%13%13%

3192288576313711435Standard delivery
92%99%95%90%95%95%

ac

50479710194204International delivery
15%20%11%15%13%13%

a

561112122Cross-Border Delivery
2%2%1%1%1%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
6-1541721READ OUT)
2%-%2%6%1%1%

bba

Don't Know (DO NOT READ
5*12-1717OUT)
2%*%1%-%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
3247664609491501-11344027512261550Unweighted total
2437285433321481-*2*12921112711514Weighted total

Urgent delivery - on the
same day or a specific

528965****199************45154206time the next day
21%12%12%****13%************21%12%14%

abai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

73189116****367************62305378system)
30%26%21%****25%************29%24%25%

a

Timed delivery (i.e. to
arrive by specific time

399065****190************35155194/day)
16%12%12%****13%************17%12%13%

231694510****1406************20212041435Standard delivery
95%95%94%****95%************96%95%95%

cjcjcj

559950****198************49149204International delivery
23%14%9%****13%************23%12%13%

abaai

3136****21************31922Cross-Border Delivery
1%2%1%****1%************1%1%1%

---****-************---Other (PLEASE SPECIFY)
-%-%-%****-%************-%-%-%

None of these (DO NOT
4314****19************11721READ OUT)
2%*%3%****1%************1%1%1%

bbabiabi

Don't Know (DO NOT READ
278****16************11517OUT)
1%1%2%****1%*************%1%1%

abiabi

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517336010731084426638119680310751550Unweighted total
265516391035101535361511077109821514Weighted total

Urgent delivery - on the
same day or a specific

**********101611444999177138156206time the next day
**********26%16%14%14%16%16%19%16%14%

acacef

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**********1528425194168309232280378system)
**********39%27%25%27%27%28%33%29%25%

accdef

Timed delivery (i.e. to
arrive by specific time

**********31521324799159126146194/day)
**********8%15%13%13%16%14%18%15%13%

cef

**********3898097333258410496769351435Standard delivery
**********98%95%96%94%95%95%95%95%95%

**********215714855116164131142204International delivery
**********4%15%15%16%19%15%18%14%13%

bbacfacf

**********1141971216121322Cross-Border Delivery
**********3%1%2%2%2%1%2%1%1%

a

**********---------Other (PLEASE SPECIFY)
**********-%-%-%-%-%-%-%-%-%

None of these (DO NOT
**********-169351681221READ OUT)
**********-%2%1%1%1%1%1%1%1%

Don't Know (DO NOT READ
***********7137972717OUT)
**********1%1%1%2%1%1%*%1%1%

babcb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62203013303393-21-5116191550Unweighted total
51312623383712-1*-286041514Weighted total

Urgent delivery - on the
same day or a specific

**31433565**************99206time the next day
**24%16%10%18%**************16%14%

bcbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**506984106**************167378system)
**38%26%25%29%**************28%25%

abc

Timed delivery (i.e. to
arrive by specific time

**24363762**************98194/day)
**18%14%11%17%**************16%13%

bb

**125253317351**************5731435Standard delivery
**95%97%94%95%**************95%95%

**22413765**************116204International delivery
**17%16%11%17%**************19%13%

b

**3526**************1222Cross-Border Delivery
**3%2%1%2%**************2%1%

b

**----**************--Other (PLEASE SPECIFY)
**-%-%-%-%**************-%-%

None of these (DO NOT
***294**************521READ OUT)
***%1%3%1%**************1%1%

d

Don't Know (DO NOT READ
**11*5**************917OUT)
**1%*%*%1%**************1%1%

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
50114619513552731934611771561342601550Unweighted total
38106918213322471235611571571312591514Weighted total

Urgent delivery - on the
same day or a specific

**1663517147**49**13211450206time the next day
**15%19%13%19%**14%**22%13%11%19%14%

aabb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**2925832081**82**16442481378system)
**27%32%24%33%**23%**28%28%18%31%25%

aaabb

Timed delivery (i.e. to
arrive by specific time

**1443416049**49**9192247194/day)
**13%19%12%20%**14%**16%12%17%18%13%

aaa

**10161731262233**339**541461282481435Standard delivery
**95%95%95%94%**95%**94%93%97%96%95%

b

**1573616942**73**19361148204International delivery
**15%20%13%17%**20%**33%23%8%19%13%

aabbb

**154185**7**142622Cross-Border Delivery
**1%2%1%2%**2%**1%2%2%2%1%

**----**-**-----Other (PLEASE SPECIFY)
**-%-%-%-%**-%**-%-%-%-%-%

None of these (DO NOT
**12516***5**-1*121READ OUT)
**1%3%1%*%**1%**-%1%*%*%1%

a

Don't Know (DO NOT READ
**7*173**6**132317OUT)
**1%*%1%1%**2%**1%2%2%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 86  (continuation)                                                                                                                                                   Page 1511

QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1154101638019544220186148611550Unweighted total
*11393237218642718174139651514Weighted total

Urgent delivery - on the
same day or a specific

**281481032770**36276206time the next day
**25%16%28%15%16%**20%19%10%14%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**5325818051114**614410378system)
**47%28%49%27%27%**35%32%15%25%

bba

Timed delivery (i.e. to
arrive by specific time

**34138982175**30199194/day)
**31%15%26%11%18%**17%14%14%13%

bb

**108897348181401**167133591435Standard delivery
**96%96%94%97%94%**96%95%91%95%

**65135843876**443117204International delivery
**57%15%23%21%18%**25%22%26%13%

abb

**812439**33222Cross-Border Delivery
**7%1%1%2%2%**2%2%3%1%

ab

**-----**----Other (PLEASE SPECIFY)
**-%-%-%-%-%**-%-%-%-%

None of these (DO NOT
**110414**31421READ OUT)
***%1%1%*%1%**1%1%6%1%

b

Don't Know (DO NOT READ
***6318**13217OUT)
***%1%1%1%2%**1%2%3%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 86  (continuation)                                                                                                                                                   Page 1512

QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
227579235087651033115343444311427283321550Unweighted total
24662859486679945*135415435*1076473161514Weighted total

Urgent delivery - on the
same day or a specific

**9814679130145**257777**3912290206time the next day
**15%17%16%19%15%**19%19%18%**36%19%28%14%

abb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**179248129220267**39125142**56209148378system)
**27%29%27%32%28%**29%30%33%**53%32%47%25%

cbb

Timed delivery (i.e. to
arrive by specific time

**8012787116135**277079**3411284194/day)
**12%15%18%17%14%**20%17%18%**32%17%27%13%

bb

**642821458647902**125398413**1026232971435Standard delivery
**97%96%94%95%96%**93%96%95%**95%96%94%95%

**10613484125139**549892**6811878204International delivery
**16%16%17%18%15%**40%24%21%**63%18%25%13%

aababb

**1113101112**9107**1011522Cross-Border Delivery
**2%1%2%2%1%**6%2%2%**9%2%2%1%

abab

**-----**---**----Other (PLEASE SPECIFY)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

None of these (DO NOT
**911468**323**14421READ OUT)
**1%1%1%1%1%**2%*%1%***%1%1%1%

Don't Know (DO NOT READ
**34827**259***1117OUT)
***%1%2%*%1%**2%1%2%***%*%*%1%

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
522223673387556612742373491550Unweighted total
726173663981644632671983261514Weighted total

Urgent delivery - on the
same day or a specific

********901341015533963206time the next day
********14%16%22%24%20%20%19%14%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

********1702331725876398378system)
********27%29%39%40%33%32%30%25%

Timed delivery (i.e. to
arrive by specific time

********721171015623860194/day)
********11%14%23%24%23%19%18%13%

********61978443572501933091435Standard delivery
********97%96%98%91%94%98%95%95%

cd

********951272430554663204International delivery
********15%16%55%47%21%23%19%13%

abcabc

********10123356722Cross-Border Delivery
********2%1%7%5%2%3%2%1%

c

********--------Other (PLEASE SPECIFY)
********-%-%-%-%-%-%-%-%

None of these (DO NOT
********89-341221READ OUT)
********1%1%-%4%2%1%1%1%

ab

Don't Know (DO NOT READ
********34*-62517OUT)
*********%*%*%-%2%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1263187301275343815131001154113811550155015301550Unweighted total
121120039122123801483967150313291514151414951514Weighted total

Urgent delivery - on the
same day or a specific

14741**146**115202206204194206206204206time the next day
12%21%**12%**30%14%21%14%15%14%14%14%14%

baabb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

28966**290**173368378376350378378374378system)
24%33%**24%**45%25%39%25%26%25%25%25%25%

babb

Timed delivery (i.e. to
arrive by specific time

13939**138**118192194194178194194193194/day)
11%19%**11%**31%13%20%13%13%13%13%13%13%

baabb

1149189**1161**3631435917142612551435143514201435Standard delivery
95%95%**95%**96%97%95%95%94%95%95%95%95%

a

15243**157**204203171202189204204202204International delivery
13%21%**13%**54%14%18%13%14%13%13%14%13%

babb

183**17**222217222022222222Cross-Border Delivery
1%1%**1%**6%1%2%1%2%1%1%1%1%

ab

--**-**---------Other (PLEASE SPECIFY)
-%-%**-%**-%-%-%-%-%-%-%-%-%

None of these (DO NOT
144**14**51612191821212121READ OUT)

1%2%**1%**1%1%1%1%1%1%1%1%1%

Don't Know (DO NOT READ
152**15**151171717171517OUT)

1%1%**1%***%*%*%1%1%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
714836126577194277107718928274133011550Unweighted total
720794124379189267106716927576163001514Weighted total

Urgent delivery - on the
same day or a specific

78128156183228158204412**44206time the next day
11%16%13%23%17%11%15%12%16%16%**15%14%

bc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

153225295235968271398018**84378system)
21%28%24%30%32%25%25%23%29%23%**28%25%

bc

Timed delivery (i.e. to
arrive by specific time

64130148133334142183814**38194/day)
9%16%12%17%17%13%13%11%14%18%**13%13%

bc

687748118077175252100916325774**2811435Standard delivery
95%94%95%98%93%94%95%96%93%97%**94%95%

91113144134638131354224**60204International delivery
13%14%12%17%24%14%12%21%15%32%**20%13%

cbb

9131715513452**522Cross-Border Delivery
1%2%1%1%3%2%1%3%2%2%**2%1%

----------**--Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%**-%-%

None of these (DO NOT
13816-5810381**921READ OUT)

2%1%1%-%3%3%1%2%3%1%**3%1%

b

Don't Know (DO NOT READ
810161*21414***517OUT)
1%1%1%2%*%1%1%1%2%1%**2%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
101135143121981451361321511301221361550Unweighted total

841431531809680150155102143136921514Weighted total

Urgent delivery - on the
same day or a specific

17151122191126291513209206time the next day
20%10%7%12%20%14%17%19%15%9%15%9%14%

acjkacjkjacjjj

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

263124433419376621283217378system)
31%22%16%24%35%24%25%42%21%20%24%18%25%

ajacdjkabcdfgijk

Timed delivery (i.e. to
arrive by specific time

151311202072133177218194/day)
17%9%7%11%21%9%14%21%17%5%16%9%13%

acjacgijkcacgijkcjcj

78135148172937114415099135124851435Standard delivery
93%94%97%96%96%90%96%97%97%95%91%92%95%

bgggabg

172018162112143514121212204International delivery
20%14%12%9%22%15%10%23%14%8%9%13%13%

bcfibcfijabcfij

21221143221222Cross-Border Delivery
3%1%1%1%1%1%3%2%2%1%1%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
2311372-21-*21READ OUT)
2%2%1%*%3%9%1%-%2%1%-%*%1%

abcdefijkl

Don't Know (DO NOT READ
1---*1-1-27417OUT)
1%-%-%-%*%1%-%*%-%2%5%5%1%

defghijkdefhijk

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3793644193881550Unweighted total
3793564073711514Weighted total

Urgent delivery - on the
same day or a specific

42527042206time the next day
11%15%17%11%14%

ad

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

819612477378system)
21%27%31%21%25%

aad

Timed delivery (i.e. to
arrive by specific time

39477137194/day)
10%13%18%10%13%

ad

3613363933441435Standard delivery
95%94%97%93%95%

a

55496437204International delivery
14%14%16%10%13%

a

549422Cross-Border Delivery
1%1%2%1%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
5104121READ OUT)
1%3%1%*%1%

a

Don't Know (DO NOT READ
1111417OUT)
*%*%*%4%1%

bcd

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
118471183794314485110229511361584Unweighted total

5127107441537546123615051559Weighted total

Urgent delivery - on the
same day or a specific

15**3411313514239365379time the next day
29%**32%26%25%26%38%25%25%24%24%

dda

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

25**63271314324821870903system)
49%**59%61%59%60%56%61%60%58%58%

dded

Timed delivery (i.e. to
arrive by specific time

10**2913114114239392405/day)
20%**27%30%26%25%29%26%25%26%26%

ddded

39**8434342544592911761220Standard delivery
77%**79%78%79%80%85%76%81%78%78%

10**268911613238315328International delivery
19%**25%20%22%25%39%24%22%21%21%

dddabe

1**27103**22527Cross-Border Delivery
2%**2%2%2%5%7%3%5%2%2%

aaa

-**--1*--*22Other (PLEASE SPECIFY)
-%**-%-%*%*%-%-%*%*%*%

None of these (DO NOT
***-62*-**1819READ OUT)
*%**-%1%*%1%-%1%1%1%1%

Don't Know (DO NOT READ
5**16122**12628OUT)

10%**1%1%2%3%2%3%3%2%2%

abcd

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
201201187995849911318110743167591421584Unweighted total

758680131911312613925913554212881921559Weighted total

Urgent delivery - on the
same day or a specific

1817183262931327019**701354379time the next day
24%20%22%25%25%24%23%27%14%**33%14%28%24%

eeeebdejklbe

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

41494876562708615667**14446107903system)
54%57%61%58%55%56%61%60%50%**68%52%55%58%

abdehjl

m

Timed delivery (i.e. to
arrive by specific time

2124213403427466325**701843405/day)
27%27%26%26%31%22%33%24%18%**33%21%23%26%

eeaehj

64686310249495112196103**156721521220Standard delivery
85%80%80%78%83%75%80%76%76%**73%81%79%78%

cfhj

2320152722227304811**801335328International delivery
30%23%18%21%19%21%22%18%8%**38%15%18%21%

abdefjkeeeeeeeabdefghe
ijkl

27--------**---27Cross-Border Delivery
36%-%-%-%-%-%-%-%-%**-%-%-%2%

abcdefgh

ijkl

*-*1-----**1-*2Other (PLEASE SPECIFY)
1%-%1%*%-%-%-%-%-%**1%-%*%*%

None of these (DO NOT
*1116---72**15-19READ OUT)
*%1%1%1%-%-%-%3%1%**1%6%-%1%

macghijlm

Don't Know (DO NOT READ
1222332512**5*428OUT)
1%3%2%2%2%2%3%*%2%**2%*%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
17614084181166633725141712537167701584Unweighted total
14314163521208606763749410431136631559Weighted total

Urgent delivery - on the
same day or a specific

523278629313326911722**4221379time the next day
36%23%24%24%22%34%26%24%21%**31%33%24%

adhhh

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

98805203700343511329057**8838903system)
69%57%58%58%57%66%36%59%55%**65%60%58%

afffffff

Timed delivery (i.e. to
arrive by specific time

523539431214620314228**4515405/day)
37%25%27%26%24%26%7%29%27%**33%23%26%

affffcfhf

1181102288931476653237283**101551220Standard delivery
82%78%82%77%79%86%87%75%79%**74%87%78%

abbbe

32297662621101031449**398328International delivery
22%21%19%22%18%13%8%29%9%**28%13%21%

cdacdfghacdfgh

225819711102**4227Cross-Border Delivery
2%2%2%2%1%1%1%2%2%**3%3%2%

*2*22--*-**--2Other (PLEASE SPECIFY)
*%*%*%*%*%-%-%*%-%**-%-%*%

None of these (DO NOT
118514141-4***1-19READ OUT)
*%1%1%1%2%1%-%1%*%***%-%1%

Don't Know (DO NOT READ
22662212*-85**3128OUT)
1%2%2%2%2%*%-%2%5%**2%1%2%

e

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3982329335715271584Unweighted total
3732269297214881559Weighted total

Urgent delivery - on the
same day or a specific

927620319360379time the next day
25%33%22%26%24%24%

ac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

21313553441862903system)
57%60%57%57%58%58%

Timed delivery (i.e. to
arrive by specific time

110672198397405/day)
29%30%24%12%27%26%

ab

2961767216611541220Standard delivery
79%78%78%92%78%78%

a

985815810318328International delivery
26%26%17%15%21%21%

aa

641522527Cross-Border Delivery
2%2%2%3%2%2%

11*-22Other (PLEASE SPECIFY)
*%1%*%-%*%*%

None of these (DO NOT
511311719READ OUT)
1%*%1%2%1%1%

Don't Know (DO NOT READ
5320*2828OUT)
1%1%2%*%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
33275649611541530-12444327812521584Unweighted total
2557125923381521-*2113521713041559Weighted total

Urgent delivery - on the
same day or a specific

82165132**11368************71297379time the next day
32%23%22%**29%24%************33%23%24%

abai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

159437307**24879************135743903system)
62%61%52%**63%58%************62%57%58%

aa

Timed delivery (i.e. to
arrive by specific time

70192143**9396************61335405/day)
28%27%24%**23%26%************28%26%26%

204550466**251195************17910161220Standard delivery
80%77%79%**64%79%************83%78%78%

jcjj

9214294**15314************78236328International delivery
36%20%16%**39%21%************36%18%21%

abaiaiai

3168**127************32427Cross-Border Delivery
1%2%1%**2%2%************1%2%2%

2-***-2************2*2Other (PLEASE SPECIFY)
1%-%*%**-%*%************1%*%*%

bai

None of these (DO NOT
*613**-19*************1919READ OUT)
*%1%2%**-%1%*************%1%1%

bc

Don't Know (DO NOT READ
3520**127************22528OUT)
1%1%3%**4%2%************1%2%2%

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
16515295910441085414686115974610371584Unweighted total
255314361014102534366710796529481559Weighted total

Urgent delivery - on the
same day or a specific

**********1125826490187278188242379time the next day
**********30%25%26%26%28%26%29%26%24%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**********19605590187418641405558903system)
**********54%60%58%55%63%59%62%59%58%

efef

Timed delivery (i.e. to
arrive by specific time

**********828027290215292189254405/day)
**********23%28%27%26%32%27%29%27%26%

acef

**********317898192845158415157541220Standard delivery
**********88%78%80%83%77%78%79%80%78%

cd

**********620922070196223151183328International delivery
**********18%21%21%20%29%21%23%19%21%

abcefa

**********1162391618111427Cross-Border Delivery
**********3%2%2%3%2%2%2%2%2%

**********-21-*2122Other (PLEASE SPECIFY)
**********-%*%*%-%*%*%*%*%*%

None of these (DO NOT
***********158621541319READ OUT)
***********%1%1%2%*%1%1%1%1%

ddd

Don't Know (DO NOT READ
**********118218121971728OUT)
**********2%2%2%2%2%2%1%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62042873213415-23-6116641584Unweighted total
51202473293792-1*-486541559Weighted total

Urgent delivery - on the
same day or a specific

**386969101**************183379time the next day
**31%28%21%27%**************28%24%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**69161174236**************407903system)
**57%65%53%62%**************62%58%

bb

Timed delivery (i.e. to
arrive by specific time

**306287113**************211405/day)
**25%25%26%30%**************32%26%

**103194247295**************5061220Standard delivery
**86%79%75%78%**************77%78%

abc

**31485787**************188328International delivery
**26%19%17%23%**************29%21%

b

**3536**************1627Cross-Border Delivery
**2%2%1%2%**************2%2%

**1*-****************2Other (PLEASE SPECIFY)
**1%*%-%*%***************%*%

None of these (DO NOT
**2392**************219READ OUT)
**2%1%3%1%***************%1%

a

Don't Know (DO NOT READ
**1397**************1128OUT)
**1%1%3%2%**************2%2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
55110422313612912037511871671412801584Unweighted total
46103321113492591339610701751412711559Weighted total

Urgent delivery - on the
same day or a specific

182607030974**109**23493576379time the next day
40%25%33%23%29%**28%**33%28%25%28%24%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

27614135768161**249**4012475169903system)
58%59%64%57%62%**63%**58%71%53%62%58%

abd

Timed delivery (i.e. to
arrive by specific time

182737233385**127**22495189405/day)
39%26%34%25%33%**32%**32%28%36%33%26%

aa

388021651054215**289**561211142201220Standard delivery
83%78%78%78%83%**73%**80%69%81%81%78%

acc

102137725261**131**32652964328International delivery
21%21%36%19%23%**33%**45%37%20%23%21%

acabab

1175226**9***53827Cross-Border Delivery
2%2%3%2%2%**2%***%3%2%3%2%

-2-2-******---2Other (PLEASE SPECIFY)
-%*%-%*%-%***%***%-%-%-%*%

None of these (DO NOT
213316***2**-2-*19READ OUT)
5%1%1%1%*%***%**-%1%-%*%1%

a

Don't Know (DO NOT READ
-191277**5***6*528OUT)
-%2%1%2%3%**1%***%4%*%2%2%

b
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
114398237321547021186156651584Unweighted total
*9789735220546015171143681559Weighted total

Urgent delivery - on the
same day or a specific

**3622913254131**584319379time the next day
**37%26%37%27%28%**34%30%28%24%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**66527244134282**12010443903system)
**68%59%69%65%61%**70%73%63%58%

bb

Timed delivery (i.e. to
arrive by specific time

**3724113362151**675025405/day)
**38%27%38%30%33%**39%35%36%26%

bb

**83724292156357**134108541220Standard delivery
**85%81%83%76%78%**78%76%79%78%

**5417110480114**656220328International delivery
**56%19%30%39%25%**38%44%29%21%

abbaa

**7135610**35227Cross-Border Delivery
**8%1%2%3%2%**2%3%2%2%

ab

**122-***---2Other (PLEASE SPECIFY)
**1%*%1%-%*%**-%-%-%*%

b

None of these (DO NOT
**21232-**22-19READ OUT)
**2%1%1%1%-%**1%1%-%1%

a

Don't Know (DO NOT READ
**1156110**11228OUT)
**2%2%2%1%2%**1%1%3%2%
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
22728872533708989116845948311356763161584Unweighted total
24634806509621900*143445477*1005962911559Weighted total

Urgent delivery - on the
same day or a specific

**166211146178226**57135149**47168110379time the next day
**26%26%29%29%25%**40%30%31%**47%28%38%24%

abbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

**395472314386539**104278328**77364201903system)
**62%59%62%62%60%**73%62%69%**77%61%69%58%

bbbb

Timed delivery (i.e. to
arrive by specific time

**174216168177244**61144171**48170111405/day)
**27%27%33%29%27%**43%32%36%**48%28%38%26%

abbb

**526640393489717**111385358**854842391220Standard delivery
**83%79%77%79%80%**78%86%75%**85%81%82%78%

ac

**138177128145180**85136167**6213497328International delivery
**22%22%25%23%20%**60%30%35%**62%23%33%21%

aababb

**1214121114**111210**810527Cross-Border Delivery
**2%2%2%2%2%**8%3%2%**8%2%2%2%

abab

***2*12**--***---2Other (PLEASE SPECIFY)
***%*%*%*%*%**-%-%*%**-%-%-%*%

None of these (DO NOT
**8112411***-2**14119READ OUT)
**1%1%*%1%1%***%-%*%**1%1%*%1%

Don't Know (DO NOT READ
**61412716***512***5528OUT)
**1%2%2%1%2%***%1%2%***%1%2%2%
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
623223670682556652962393581584Unweighted total
825193761276044642832033371559Weighted total

Urgent delivery - on the
same day or a specific

********158205182810265103379time the next day
********26%27%41%44%36%32%30%24%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

********3784503752186129218903system)
********62%59%84%80%66%64%64%58%

abcabc

Timed delivery (i.e. to
arrive by specific time

********163212223111465112405/day)
********27%28%49%48%40%32%33%26%

ababb

********51260937492141802821220Standard delivery
********84%80%83%76%76%89%84%78%

cdc

********1221622841905790328International delivery
********20%21%63%63%32%28%27%21%

abcabc

********12124378827Cross-Border Delivery
********2%2%8%5%3%4%2%2%

ac

*********1--*--2Other (PLEASE SPECIFY)
*********%*%-%-%*%-%-%*%

None of these (DO NOT
********812--22219READ OUT)
********1%2%-%-%1%1%1%1%

Don't Know (DO NOT READ
********612*111*528OUT)
********1%2%*%2%4%*%1%2%

bab
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1271189311282447115371088157415841558138115391584Unweighted total
1229195411227241415211068154415591531132915121559Weighted total

Urgent delivery - on the
same day or a specific

27764**278**183374379376379376342370379time the next day
23%33%**23%**44%25%36%24%24%25%26%24%24%

baabb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

692137**709**315884903893903885788876903system)
56%70%**58%**76%58%85%58%58%58%59%58%58%

bbbc

Timed delivery (i.e. to
arrive by specific time

30271**308**194401405403405396352389405/day)
25%36%**25%**47%26%38%26%26%26%27%26%26%

baabb

971146**965**3591220774120812201198102711901220Standard delivery
79%75%**79%**87%80%73%78%78%78%77%79%78%

aba

23655**239**328323294328328323285320328International delivery
19%29%**19%**79%21%28%21%21%21%21%21%21%

baabb

223**22**272722272726252627Cross-Border Delivery
2%1%**2%**7%2%2%2%2%2%2%2%2%

ab

2***1**122222222Other (PLEASE SPECIFY)
*%*%***%***%*%*%*%*%*%*%*%*%

None of these (DO NOT
161**15**5164191917171719READ OUT)

1%*%**1%**1%1%*%1%1%1%1%1%1%

Don't Know (DO NOT READ
233**17***15*282828262628OUT)

2%2%**1%***%1%*%2%2%2%2%2%2%

ac
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
742842127587208274110020331476143311584Unweighted total
762798125993204262110318331078183371559Weighted total

Urgent delivery - on the
same day or a specific

179200289296158271509021**98379time the next day
23%25%23%31%30%22%25%27%29%26%**29%24%

c

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

4424606966514014663012220542**221903system)
58%58%55%70%69%56%57%66%66%53%**65%58%

ccbca

Timed delivery (i.e. to
arrive by specific time

185220303297365282569127**100405/day)
24%28%24%31%36%25%26%30%29%35%**30%26%

c

5966249967514621086513523467**2601220Standard delivery
78%78%79%80%72%80%78%73%76%86%**77%78%

a

168161219287952200779134**109328International delivery
22%20%17%31%39%20%18%42%29%43%**32%21%

ccbcb

12162116418662**627Cross-Border Delivery
2%2%2%1%3%1%2%3%2%3%**2%2%

2*2-***1--**-2Other (PLEASE SPECIFY)
*%*%*%-%*%*%*%1%-%-%**-%*%

b

None of these (DO NOT
91017-178241**419READ OUT)
1%1%1%-%1%3%1%1%1%1%**1%1%

b

Don't Know (DO NOT READ
820271*718331**328OUT)
1%2%2%1%*%3%2%1%1%2%**1%2%

ba
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1091401451201101511331341421361321321584Unweighted total

851491551831088914315397151154911559Weighted total

Urgent delivery - on the
same day or a specific

293324393223464727372716379time the next day
34%22%15%21%30%25%32%31%28%25%17%17%24%

abijkabjjabjabjabjj

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

57897310968548910761707946903system)
67%60%47%60%63%61%62%70%63%46%51%50%58%

abcjcjcjacjcjacjabcjacj

Timed delivery (i.e. to
arrive by specific time

223830383916455329373623405/day)
26%26%19%21%36%18%32%35%30%24%23%25%26%

bcgijgijbgijgj

63108120145977011212377110121731220Standard delivery
75%72%77%79%90%78%79%81%80%73%78%80%78%

abcdfgijkl

253127392822334612302013328International delivery
30%21%17%22%26%25%23%30%13%20%13%15%21%

abdjabdabdbdabcdj

33232133221327Cross-Border Delivery
3%2%1%2%2%1%2%2%2%1%1%3%2%

1-1--------*2Other (PLEASE SPECIFY)
1%-%1%-%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
211512-2221-19READ OUT)
2%1%1%3%1%2%-%1%2%2%*%-%1%

Don't Know (DO NOT READ
31*-*342*58*28OUT)
3%1%*%-%*%4%3%1%*%3%5%*%2%

ijijadhijk
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
3943814094001584Unweighted total
3893813933971559Weighted total

Urgent delivery - on the
same day or a specific

859412080379time the next day
22%25%31%20%24%

ad

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

219232257195903system)
56%61%65%49%58%

aaad

Timed delivery (i.e. to
arrive by specific time

909312795405/day)
23%24%32%24%26%

acd

2913113133041220Standard delivery
75%82%80%77%78%

d

84909164328International delivery
21%24%23%16%21%

aa

768627Cross-Border Delivery
2%2%2%2%2%

2--*2Other (PLEASE SPECIFY)
1%-%-%*%*%

None of these (DO NOT
474319READ OUT)
1%2%1%1%1%

Don't Know (DO NOT READ
4471428OUT)
1%1%2%3%2%

cd
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

Open everything on the
5336110472576566133716501706same day it was received
90%98%89%89%79%93%91%93%93%85%85%

aabcaaaaa

Open only the things
that look important on

2-628671-*1123124the same day
3%-%5%5%9%2%-%2%3%6%6%

bdebce

Open only parcels on the
*-319*--*1819same day
*%-%2%*%1%1%-%-%1%1%1%

b

Put things I've received
aside until I have time

41431742111149152to open them
6%2%3%6%10%4%9%5%3%8%8%

bcdbbe
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

Open everything on the
819087144711913916828715861218932051706same day it was received
88%86%87%85%81%83%88%87%91%90%79%77%88%85%

bcbccbcbcbcibc

Open only the things
that look important on

44411311173264226914124the same day
4%4%4%7%7%10%2%8%2%4%9%7%6%6%

ggegklmegkegklmg

Open only parcels on the
12-16--46--42-19same day
1%2%-%1%-%-%2%2%-%-%1%2%-%1%

kkkk

Put things I've received
aside until I have time

6991281712169114271714152to open them
7%9%9%7%12%7%9%3%7%6%10%14%6%8%

ffffffafjm
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

Open everything on the
1401566408129764511249515128**143671706same day it was received

80%86%89%84%84%97%85%87%81%**82%85%85%

baabcdefhd

Open only the things
that look important on

161082210358221916**167124the same day
9%6%5%7%8%2%3%3%10%**9%9%6%

egegegeg

Open only parcels on the
*185148--9***1-19same day
*%1%1%1%1%-%-%1%*%**1%-%1%

Put things I've received
aside until I have time

191332312857174714**145152to open them
11%7%5%8%7%1%12%8%9%**8%6%8%

bggggaeghgg
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

Open everything on the
37424110529516111706same day it was received

87%85%84%85%85%85%

Open only the things
that look important on

2920743122124the same day
7%7%6%2%6%6%

Open only parcels on the
410521719same day
1%4%*%2%1%1%

ac

Put things I've received
aside until I have time

241111513139152to open them
6%4%9%11%7%8%

bc
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

Open everything on the
255775675**351671************22114501706same day it was received

89%86%83%**75%86%************92%85%85%

acjacijcj

Open only the things
that look important on

154960**2122************13109124the same day
5%5%7%**5%6%************5%6%6%

Open only parcels on the
468**316************21419same day
2%1%1%**6%1%************1%1%1%

abiabi

Put things I've received
aside until I have time

117070**7145************5141152to open them
4%8%9%**14%7%************2%8%8%

ccbbbib
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

Open everything on the
**********4310901110379633116566810401706same day it was received
**********86%87%87%89%86%87%87%87%85%

Open only the things
that look important on

***********84661750855271124the same day
***********%7%5%4%7%6%7%6%6%

bee

Open only parcels on the
***********1116351181019same day
**********1%1%1%1%1%1%1%1%1%

Put things I've received
aside until I have time

**********673892645814072152to open them
**********13%6%7%6%6%6%5%6%8%

a
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

Open everything on the
**136277351396**************6231706same day it was received
**95%91%86%82%**************87%85%

abab

Open only the things
that look important on

**1113042**************50124the same day
**1%4%7%9%**************7%6%

dcdcd

Open only parcels on the
**1218**************519same day
***%1%*%2%**************1%1%

b

Put things I've received
aside until I have time

**6142636**************41152to open them
**4%5%6%7%**************6%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

Open everything on the
4211232031502247**374**731481382661706same day it was received
80%87%85%85%88%**85%**93%81%91%87%85%

cc

Open only the things
that look important on

1841610814**36**121819124the same day
1%7%7%6%5%**8%**1%12%5%6%6%

abd

Open only parcels on the
1101171**4**-*-219same day
2%1%1%1%*%**1%**-%*%-%1%1%

Put things I've received
aside until I have time

8731713518**26**413620152to open them
16%6%7%8%7%**6%**5%7%4%7%8%

a
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

Open everything on the
**103989346199432**164138641706same day it was received
**84%87%84%87%86%**86%88%81%85%

Open only the things
that look important on

**1267372129**221410124the same day
**10%6%9%9%6%**11%9%12%6%

b

Open only parcels on the
***103-5**--319same day
***%1%1%-%1%**-%-%3%1%

b

Put things I've received
aside until I have time

**86624936**653152to open them
**6%6%6%4%7%**3%3%4%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

Open everything on the
**691879473639990**120415454**966112791706same day it was received
**89%87%85%87%87%**78%86%87%**86%88%83%85%

cca

Open only the things
that look important on

**4368384968**223439**124240124the same day
**6%7%7%7%6%**15%7%7%**11%6%12%6%

abbb

Open only parcels on the
**595610**323**-6219same day
**1%1%1%1%1%**2%*%1%**-%1%1%1%

Put things I've received
aside until I have time

**4056383764**83127**43815152to open them
**5%6%7%5%6%**5%6%5%**3%5%5%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Open everything on the
********67283338552561953131706same day it was received
********89%87%82%78%85%89%85%85%

d

Open only the things
that look important on

********4164610271224124the same day
********5%7%14%14%9%5%6%6%

bab

Open only parcels on the
********49-331219same day
********1%1%-%4%1%1%1%1%

ab

Put things I've received
aside until I have time

********385223151230152to open them
********5%5%4%4%5%6%8%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

Open everything on the
1374197**1356**3601590942165813361615129515971706same day it was received

86%82%**86%**82%85%83%85%86%85%86%85%85%

Open only the things
that look important on

9219**97**391218112499121101121124the same day
6%8%**6%**9%6%7%6%6%6%7%6%6%

Open only parcels on the
143**12**71914171619101919same day

1%1%**1%**2%1%1%1%1%1%1%1%1%

a

Put things I've received
aside until I have time

11920**118**3414292145109137108135152to open them
7%8%**7%**8%8%8%7%7%7%7%7%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

Open everything on the
826880142291189316120118030276**3291706same day it was received

84%86%85%92%81%87%85%85%85%83%**85%85%

a

Open only the things
that look important on

665892725228614317**32124the same day
7%6%6%7%11%6%6%7%9%8%**8%6%

c

Open only parcels on the
61315*4-1634-**419same day
1%1%1%*%2%-%1%1%1%-%**1%1%

cc

Put things I've received
aside until I have time

82691351162411215208**21152to open them
8%7%8%1%7%7%8%7%6%9%**5%8%

bb
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

Open everything on the
89149190202128891681581031561671071706same day it was received
81%81%92%83%86%81%88%82%88%87%86%84%85%

aegikl

Open only the things
that look important on

810817777186101510124the same day
7%6%4%7%5%6%4%10%5%6%8%8%6%

fj

Open only parcels on the
331-33-3*12-19same day
3%2%1%-%2%2%-%1%*%1%1%-%1%

adfiafi

Put things I've received
aside until I have time

102182311111613812910152to open them
9%11%4%10%7%10%9%7%7%7%5%8%8%

jbjjj
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Open everything on the
4274194294301706same day it was received

85%84%86%86%85%

Open only the things
that look important on

27313135124the same day
5%6%6%7%6%

Open only parcels on the
753419same day
1%1%1%1%1%

Put things I've received
aside until I have time

39453731152to open them
8%9%7%6%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*c*baSignificance Level: 95%
611450108344723210244Unweighted total
6113601494113290294Weighted total

As soon as possible -
********82********158160likely the following day
********55%********54%54%

Within a few days of
********42********7576receiving them
********28%********26%26%

At the end of the week
********16********3737/within the week
********10%********13%13%

********10********2121At least a week later
********7%********7%7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*dc*b*aSignificance Level: 95%
24312516419141726126371518244Unweighted total
11151325628282441167572828294Weighted total

As soon as possible -
******141******************160likely the following day
******55%******************54%

Within a few days of
******62******************76receiving them
******24%******************26%

At the end of the week
******35******************37/within the week
******13%******************13%

******19******************21At least a week later
******7%******************7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
3221252192104312582292411244Unweighted total
352595024512239753193212294Weighted total

As soon as possible -
**1342813270****44********160likely the following day
**52%56%54%58%****59%********54%

a

Within a few days of
**72156134****14********76receiving them
**28%30%25%28%****19%********26%

At the end of the week
**3723512****11********37/within the week
**14%5%14%10%****15%********13%

b

**165165****5********21At least a week later
**6%9%7%4%****6%********7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
493415813231244Unweighted total
574119317277294Weighted total

As soon as possible -
****90**147160likely the following day
****47%**53%54%

aa

Within a few days of
****61**7576receiving them
****31%**27%26%

c

At the end of the week
****30**3437/within the week
****15%**12%13%

bb

****13**2121At least a week later
****7%**8%7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cba*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
2910710819235----1820215244Unweighted total
30125139*11283----*1119264294Weighted total

As soon as possible -
**7964****153**************143160likely the following day
**63%47%****54%**************54%54%

a

Within a few days of
**3141****76**************7276receiving them
**25%29%****27%**************27%26%

At the end of the week
**1123****36**************3437/within the week
**9%17%****13%**************13%13%

**510****18**************1521At least a week later
**4%7%****6%**************6%7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1--28145149458015695135244Unweighted total
-1--1716817146100177100153294Weighted total

As soon as possible -
************9395**57986386160likely the following day
************55%56%**57%56%63%56%54%

Within a few days of
************4243**2844203676receiving them
************25%25%**28%25%20%24%26%

At the end of the week
************2522**725122337/within the week
************15%13%**7%14%12%15%13%

************811**8105721At least a week later
************5%6%**8%6%5%5%7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*cba*h*g*f*e*d*c*baSignificance Level: 95%
19275069-----1277244Unweighted total
*7275786-----2395294Weighted total

As soon as possible -
********43**************53160likely the following day
********50%**************55%54%

Within a few days of
********25**************2876receiving them
********29%**************29%26%

At the end of the week
********13**************737/within the week
********15%**************7%13%

********5**************821At least a week later
********6%**************8%7%
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Table 89  (continuation)                                                                                                                                                   Page 1555

QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
8148252193024845251234244Unweighted total

10167352603416655351441294Weighted total

As soon as possible -
**92**140****************160likely the following day
**55%**54%****************54%

Within a few days of
**43**69****************76receiving them
**26%**27%****************26%

a

At the end of the week
**21**30****************37/within the week
**13%**11%****************13%

**10**21****************21At least a week later
**6%**8%****************7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
1151265421594231314244Unweighted total
*201436430706271915294Weighted total

As soon as possible -
****8043**36********160likely the following day
****56%68%**51%********54%

Within a few days of
****328**23********76receiving them
****23%13%**33%********26%

At the end of the week
****2310**3********37/within the week
****16%16%**5%********13%

****72**8********21At least a week later
****5%4%**11%********7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
390117658912912655541148149244Unweighted total
5871328192142*336769*168657294Weighted total

As soon as possible -
**4977456281****4143****58**160likely the following day
**56%58%55%67%57%****62%62%****68%**54%

Within a few days of
**2635252036****1812****16**76receiving them
**29%26%31%21%26%****27%18%****19%**26%

At the end of the week
**9153517****46****8**37/within the week
**10%11%4%6%12%****6%9%****9%**13%

**45857****38****3**21At least a week later
**4%4%10%6%5%****5%12%****4%**7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dc*baSignificance Level: 95%
176587108711382744244Unweighted total
198583125815452556294Weighted total

As soon as possible -
********4874**********160likely the following day
********58%60%**********54%

Within a few days of
********2431**********76receiving them
********28%25%**********26%

At the end of the week
********714**********37/within the week
********9%11%**********13%

********45**********21At least a week later
********4%4%**********7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
193337192-69231151238189230189228244Unweighted total
2254211227-81281187286224276219274294Weighted total

As soon as possible -
126****126**50151106158129148120147160likely the following day

56%****56%**62%54%57%55%58%54%55%54%54%

Within a few days of
64****58**137452745472547276receiving them
28%****26%**16%26%28%26%24%26%25%26%26%

At the end of the week
22****24**123716362737323737/within the week
10%****11%**14%13%8%13%12%14%15%13%13%

14****18**61913191319131921At least a week later
6%****8%**8%7%7%7%6%7%6%7%7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacb*ab*a*baSignificance Level: 95%
12811620193234183254112243244Unweighted total
15414024184546214315516256294Weighted total

As soon as possible -
8476132******110**********160likely the following day
54%55%55%******52%**********54%

Within a few days of
403661******59**********76receiving them
26%25%25%******27%**********26%

At the end of the week
241333******30**********37/within the week
15%10%14%******14%**********13%

71415******15**********21At least a week later
4%10%6%******7%**********7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
262815231617202712181923244Unweighted total
213417402021233414232620294Weighted total

As soon as possible -
************************160likely the following day
************************54%

Within a few days of
************************76receiving them
************************26%

At the end of the week
************************37/within the week
************************13%

************************21At least a week later
************************7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
69565960244Unweighted total
73817170294Weighted total

As soon as possible -
42504227160likely the following day
57%61%59%39%54%

aaa

Within a few days of
1714182876receiving them
24%17%25%40%26%

c

At the end of the week
12108837/within the week
16%13%11%11%13%

274721At least a week later
3%9%6%10%7%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

628303951*4131135Always
10%7%7%6%5%8%9%3%9%7%7%

c

761351689126188198Very often
12%17%10%10%9%16%14%16%16%10%10%

aaa

612209515913148386398Sometimes
10%32%16%18%22%21%11%26%21%20%20%

bceeed

15843154228182511558576Not very often
26%23%34%29%31%30%34%38%27%29%29%

ab

25836198222132210656669Never
42%21%29%37%31%21%24%11%24%34%33%

acdadcccbce

N/A / Don't know / Can't
**4382*112224remember
1%*%3%1%1%4%7%6%2%1%1%

baaba
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

68511631111296117929135Always
7%7%5%7%2%6%5%9%4%2%6%8%13%7%

iiiicdegijk

101110166137273525624920198Very often
11%11%10%10%9%4%14%11%14%10%9%8%9%10%

hhhhhh

222222333303625643610692439398Sometimes
24%21%22%20%20%21%13%19%21%15%25%20%17%20%

ggag

282627494455154984829702871576Not very often
31%25%27%29%30%30%28%30%27%43%26%23%31%29%

bcegjkl

2436315775360711005820954874669Never
26%35%31%34%36%36%37%30%33%30%34%40%32%33%

mmmmmm

N/A / Don't know / Can't
1241743431-*2*24remember
1%2%4%1%3%2%2%1%*%-%*%2%*%1%

acefjac

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 90  (continuation)                                                                                                                                                   Page 1565

QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

20116369956124433**95135Always
11%6%8%6%7%10%7%7%2%**5%6%7%

addd

1118738159951964417**88198Very often
6%10%8%10%12%17%11%7%10%**5%10%10%

bcebcecbcc

3636299299151251610429**3520398Sometimes
21%20%22%19%20%22%28%18%18%**20%25%20%

e

41535132444208351518555**4123576Not very often
24%29%29%29%27%30%25%31%34%**24%29%29%

bb

67602148521252211620455**8022669Never
38%33%32%34%33%18%28%35%35%**46%28%33%

ggggadefgh

N/A / Don't know / Can't
*2451954110***1124remember
*%1%1%1%1%3%1%2%*%**1%2%1%

dh
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

3319793132135Always
8%7%6%3%7%7%

433012110187198Very often
10%10%10%9%10%10%

956623435363398Sometimes
22%23%19%32%19%20%

a

1407435428548576Not very often
33%26%28%25%29%29%

1159144235634669Never
27%32%36%31%34%33%

c

N/A / Don't know / Can't
5315*2424remember
1%1%1%*%1%1%
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Table 90  (continuation)                                                                                                                                                   Page 1567

QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

316936**6129************25105135Always
11%8%4%**13%7%************10%6%7%

aaaai

418572**3195************38157198Very often
14%9%9%**7%10%************16%9%10%

abai

57211130**6393************51342398Sometimes
20%23%16%**12%20%************21%20%20%

a

68263245**11565************57508576Not very often
24%29%30%**24%29%************24%30%29%

ccb

86261321**20648************66582669Never
30%29%39%**44%33%************28%34%33%

bcbbb

N/A / Don't know / Can't
31110**-24************32124remember
1%1%1%**-%1%************1%1%1%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********79310025531046391135Always
**********13%7%8%6%7%8%8%8%7%

**********5141146577715286145198Very often
**********10%11%11%13%10%11%11%12%10%

**********21279279108146307164284398Sometimes
**********41%22%22%25%20%23%21%24%20%

add

**********12389391147218410242369576Not very often
**********24%31%31%34%30%31%32%31%29%

c

**********434635187229356204292669Never
**********7%27%27%20%31%27%27%24%33%

bbeabceee

N/A / Don't know / Can't
**********2111531113101124remember
**********4%1%1%1%1%1%1%1%1%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 90  (continuation)                                                                                                                                                   Page 1569

QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**20283124**************47135Always
**14%9%8%5%**************7%7%

aba

**30354540**************77198Very often
**21%11%11%8%**************11%10%

abc

**357685109**************143398Sometimes
**24%25%21%23%**************20%20%

**3582151141**************216576Not very often
**25%27%37%29%**************30%29%

acd

**177993167**************225669Never
**12%26%23%35%**************31%33%

ddbcd

N/A / Don't know / Can't
**543***************1124remember
**4%1%1%*%**************1%1%

aba
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

31011611914**36**1281319135Always
6%8%7%7%5%**8%**16%4%8%6%7%

ac

81452217530**46**10191729198Very often
15%11%9%10%11%**10%**12%11%11%9%10%

122954035855**90**11403852398Sometimes
22%23%17%20%19%**21%**14%22%25%17%20%

d

213896251492**118**22574494576Not very often
40%30%26%29%33%**27%**28%31%29%31%29%

93479257687**141**235737107669Never
17%27%39%33%31%**32%**30%31%25%35%33%

b

N/A / Don't know / Can't
*134203**7***23524remember
*%1%2%1%1%**2%***%1%2%2%1%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1286351634**21169135Always
**10%8%8%7%7%**11%10%11%7%

**13141402453**12195198Very often
**11%12%10%11%11%**7%12%6%10%

**262739736110**402611398Sometimes
**21%24%24%16%22%**21%17%14%20%

b

**4335313464154**634922576Not very often
**35%31%33%28%31%**33%31%28%29%

**2626810087143**554532669Never
**21%24%24%38%28%**29%28%40%33%

a

N/A / Don't know / Can't
**311538***3*24remember
**2%1%1%1%2%***%2%*%1%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**5579356088**63139**95929135Always
**7%8%6%8%8%**4%7%7%**8%8%9%7%

**941166286140**105050**148218198Very often
**12%11%11%12%12%**7%10%10%**13%12%5%10%

aa

**181227118152264**36101105**2014882398Sometimes
**23%22%21%21%23%**23%21%20%**18%21%25%20%

**253319171232354**50153162**46221114576Not very often
**33%31%31%32%31%**33%32%31%**41%32%34%29%

b

**185260158192274**51138164**2217785669Never
**24%26%28%26%24%**33%29%31%**20%25%25%33%

N/A / Don't know / Can't
**910111011**184**110624remember
**1%1%2%1%1%**1%2%1%***%1%2%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********5675-2221723135Always
********7%8%-%3%7%8%6%7%

eee

********9211354342538198Very often
********12%12%11%5%11%11%10%10%

********1832211217654888398Sometimes
********24%23%25%24%21%22%24%20%

********237303203110476118576Not very often
********31%32%44%45%35%35%32%29%

a

********176236816724997669Never
********23%25%18%23%24%22%26%33%

N/A / Don't know / Can't
********11101155524remember
********1%1%2%1%2%2%1%1%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

11312**101**3312783132105131110131135Always
7%5%**6%**7%7%7%7%7%7%7%7%7%

17217**168**42181106191159185164184198Very often
11%7%**11%**10%10%9%10%10%10%11%10%10%

30757**302**75382225387313389326386398Sometimes
19%24%**19%**17%20%20%20%20%21%22%21%20%

46177**483**145550345563460556461555576Not very often
29%32%**31%**33%29%31%29%30%29%30%30%29%

52476**512**140609356649507609438595669Never
33%32%**32%**32%33%32%33%33%32%29%32%33%

bbb

N/A / Don't know / Can't
211**17**62113211521162124remember

1%*%**1%**1%1%1%1%1%1%1%1%1%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

57781136161695242810**35135Always
6%8%7%6%7%4%7%12%8%11%**9%7%

bc

9210516910183714019298**30198Very often
9%10%10%10%7%10%10%9%8%9%**8%10%

205193345203473282417010**70398Sometimes
21%19%21%20%14%20%20%19%19%11%**18%20%

a

2523244862862119388669826**107576Not very often
26%32%29%28%26%33%27%31%28%28%**28%29%

bb

363306528361041164886112837**138669Never
37%30%32%36%45%32%34%29%36%41%**36%33%

ac

N/A / Don't know / Can't
111323-1222*41**424remember

1%1%1%-%*%1%2%*%1%1%**1%1%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

71014534211214191414135Always
6%5%7%2%2%4%11%6%12%11%7%11%7%

highiighikghihighi

14212971618171911121916198Very often
13%11%14%3%11%16%9%10%9%7%10%13%10%

iiciicdfiiiiii

223245434027414020283823398Sometimes
20%17%22%18%27%25%21%21%17%15%20%18%20%

cdkc

305946763128575944535241576Not very often
28%32%22%31%21%26%30%30%38%29%27%32%29%

hjhbghjhj

3761701025932566127666632669Never
34%33%34%42%40%29%29%32%23%37%34%26%33%

dddadfgadadd

N/A / Don't know / Can't
--39**-2125124remember
-%-%1%4%*%*%-%1%1%1%2%1%1%

fghklfk
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

30114747135Always
6%2%9%9%7%

cccd

64414647198Very often
13%8%9%9%10%

c

9911010088398Sometimes
20%22%20%18%20%

136135159146576Not very often
27%27%32%29%29%

168192144164669Never
34%38%29%33%33%

b

N/A / Don't know / Can't
3104724remember
1%2%1%1%1%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

1--881**129306am - 8.59am
2%-%-%2%1%2%3%3%2%2%2%

291570294389335821101110459am - 11.59am
53%45%60%60%58%60%74%60%58%57%57%

dab

2118261191391413943344612pm - 2.59pm
39%52%22%24%21%24%17%25%25%24%24%

abcabc

-*236*-**17183pm - 5.59pm
-%*%2%1%1%1%-%2%*%1%1%

--1-5----666pm - 5.59am
-%-%1%-%1%-%-%-%-%*%*%

b

3117701237*15287294Don't know
6%3%14%14%18%13%7%10%15%16%16%

dedede
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

22125-237-**-210306am - 8.59am
2%2%1%2%-%2%2%2%-%**-%2%5%2%

cccceijk

48595488376909316192**1535912510459am - 11.59am
55%58%60%57%57%65%52%53%57%**59%57%58%57%

fg

2427213752722538637**69294544612pm - 2.59pm
27%26%23%24%20%16%30%28%23%**26%28%21%24%

dhdhddhdhdhd

1-1164*-52***3-183pm - 5.59pm
1%-%2%1%3%*%-%2%1%***%3%-%1%

acllclacgl

1--6--31-**--266pm - 5.59am
1%-%-%*%-%-%1%*%-%**-%-%1%*%

1314132542724284131**391033294Don't know
14%14%15%16%20%17%16%14%19%**15%10%16%16%

abcefghjkl

m
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

12910201412121****306am - 8.59am
1%2%2%1%2%1%4%2%*%***%*%2%

bd

98946234811402712931279**943010459am - 11.59am
64%56%55%57%56%64%59%59%50%**62%40%57%

aaadaadad

41405103343169231512753**233144612pm - 2.59pm
27%24%24%24%24%21%30%24%33%**15%42%24%

bbbbceghbcegh

-181085-*14**-3183pm - 5.59pm
-%1%2%1%1%-%1%*%3%**-%5%1%

abehbeghbegh

-6611--2-**-366pm - 5.59am
-%*%1%*%*%-%-%*%-%**-%3%*%

abdeh

12282642301291627122**357294Don't know
8%17%15%16%18%14%5%14%14%**23%10%16%

bfadefadef
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

7121-30306am - 8.59am
2%*%2%-%2%2%

2421536386298310459am - 11.59am
61%58%56%62%57%57%

80622932042644612pm - 2.59pm
20%24%26%20%24%24%

c

*414117183pm - 5.59pm
*%2%1%1%1%1%

cc

322-666pm - 5.59am
1%1%*%-%*%*%

654117717277294Don't know
16%16%15%17%16%16%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

51214***30************425306am - 8.59am
2%1%2%***%2%************2%2%2%

152476417**281017************12489310459am - 11.59am
62%57%55%**71%57%************61%56%57%

aai

59214173**8438************5238744612pm - 2.59pm
24%25%23%**19%24%************25%24%24%

1115**-18************116183pm - 5.59pm
1%1%1%**-%1%************1%1%1%

-51**-6************-666pm - 5.59am
-%1%*%**-%*%************-%*%*%

27121146**4290************23267294Don't know
11%14%19%**10%16%************11%17%16%

bcbb
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********12023510211117306am - 8.59am
**********2%2%2%1%1%2%1%2%2%

**********3468968525838974744966210459am - 11.59am
**********71%58%57%63%60%59%61%58%57%

af

**********62982986814731015528844612pm - 2.59pm
**********13%25%25%16%23%24%21%25%24%

beeeebe

**********2121196151114183pm - 5.59pm
**********5%1%1%2%1%1%1%1%1%

a

**********-66-266466pm - 5.59am
**********-%1%*%-%*%*%1%*%*%

e

**********51661797192173101149294Don't know
**********9%14%15%17%14%14%14%13%16%

ac
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**3855**************10306am - 8.59am
**2%3%1%1%**************2%2%

**94164225258**************38010459am - 11.59am
**68%55%58%58%**************60%57%

abc

**288085118**************14544612pm - 2.59pm
**20%27%22%26%**************23%24%

**-582**************6183pm - 5.59pm
**-%2%2%*%**************1%1%

ad

**--24**************266pm - 5.59am
**-%-%*%1%***************%*%

**14416157**************91294Don't know
**10%14%16%13%**************14%16%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**205251**9**1512306am - 8.59am
**2%5%1%*%**2%**3%3%1%1%2%

ac

**74367978145**237**42977117310459am - 11.59am
**59%61%57%56%**63%**72%58%52%64%57%

bcb

**3072542169**75**842286144612pm - 2.59pm
**24%23%24%26%**20%**14%25%21%22%24%

d

**152164**2**-313183pm - 5.59pm
**1%2%1%2%***%**-%2%*%1%1%

**6-6-**1**-12-66pm - 5.59am
***%-%*%-%***%**-%*%1%-%*%

**1721128341**51**7193333294Don't know
**14%10%16%16%**14%**11%12%25%12%16%

acd
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**115554**752306am - 8.59am
**1%1%1%3%1%**4%4%3%2%

a

**7564023897292**122865610459am - 11.59am
**65%59%61%63%59%**64%58%70%57%

**272699331116**31361144612pm - 2.59pm
**23%25%24%20%24%**16%24%13%24%

***14115**3-1183pm - 5.59pm
***%1%*%1%1%**2%-%2%1%

a

**141-2**1-166pm - 5.59am
**1%*%*%-%1%***%-%1%*%

**11141502171**25229294Don't know
**10%13%13%13%15%**13%15%11%16%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**121451117**449**596306am - 8.59am
**2%1%1%2%2%**3%1%2%**5%1%2%2%

b

**445604334447662**80256276**5941020210459am - 11.59am
**57%60%60%61%58%**60%58%61%**58%61%65%57%

**191254128155288**30110100**231425744612pm - 2.59pm
**25%25%23%21%25%**22%25%22%**23%21%18%24%

b

**111061114**-62***111183pm - 5.59pm
**1%1%1%1%1%**-%1%*%***%2%*%1%

a

**33264**-22**16366pm - 5.59am
***%*%*%1%*%**-%1%*%**1%1%1%*%

**11612678101146**206364**139343294Don't know
**15%12%14%14%13%**15%14%14%**13%14%14%16%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 91  (continuation)                                                                                                                                                   Page 1588

QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********1215*3234306am - 8.59am
********2%2%1%4%1%1%1%2%

c

********432566284117913322610459am - 11.59am
********57%59%61%59%60%60%61%57%

********180239101472478244612pm - 2.59pm
********24%25%22%20%24%21%22%24%

********1110--145183pm - 5.59pm
********1%1%-%-%*%2%1%1%

********33--21266pm - 5.59am
*********%*%-%-%1%*%1%*%

********117125812463350294Don't know
********15%13%17%17%15%15%13%16%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

282**29**828163020292529306am - 8.59am
2%1%**2%**2%2%2%2%1%2%2%2%2%

925119**938**2219936151022833100382599610459am - 11.59am
58%50%**59%**56%58%59%57%59%58%58%58%57%

ab

38066**361**10441723843934042434242344612pm - 2.59pm
24%28%**23%**26%24%23%24%24%24%24%25%24%

a

162**11***1651814161515183pm - 5.59pm
1%1%**1%***%1%*%1%1%1%1%1%1%

ac

6-**6**4666666666pm - 5.59am
*%-%***%**1%*%1%*%*%*%*%*%*%

24450**238**61257154281210262198252294Don't know
15%21%**15%**15%15%15%16%15%15%14%15%16%

ba
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

14162424721235**5306am - 8.59am
2%2%2%3%2%2%2%1%1%7%**2%2%

b

4765698853812119274610614332**15310459am - 11.59am
54%60%56%46%66%57%57%60%64%50%**63%57%

bbca

216230376303989318334320**5144612pm - 2.59pm
24%24%24%36%21%26%24%18%19%32%**21%24%

acab

61214-3410312**1183pm - 5.59pm
1%1%1%-%2%1%1%2%1%3%**1%1%

246---421-**-66pm - 5.59am
*%*%*%-%-%-%*%1%*%-%**-%*%

bc

17112326313174621532325**31294Don't know
19%13%17%15%9%14%16%18%14%8%**13%16%

aa
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

-2252*252144306am - 8.59am
-%1%1%2%1%*%1%3%2%*%2%4%2%

gcgl

5496101136605210897561001157010459am - 11.59am
56%57%53%64%45%53%59%54%49%60%65%58%57%

hdghhhdeghjh

24324640422638563644313244612pm - 2.59pm
24%19%24%19%31%26%21%31%31%27%18%26%24%

bfikbfikbfik

*142-*22*--5183pm - 5.59pm
*%1%2%1%-%*%1%1%*%-%-%4%1%

bcdgh

-1-3------2-66pm - 5.59am
-%1%-%2%-%-%-%-%-%-%1%-%*%

19373626302032192023249294Don't know
19%22%19%12%22%20%18%10%18%14%14%8%16%

aeaeiaeaeiaeaa
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

57109306am - 8.59am
1%2%2%2%2%

25124826028510459am - 11.59am
55%56%55%62%57%

b

10110813010744612pm - 2.59pm
22%24%27%23%24%

6255183pm - 5.59pm
1%1%1%1%1%

13-266pm - 5.59am
*%1%-%*%*%

91767156294Don't know
20%17%15%12%16%

aba
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

--*77*--*1717Very Dissatisfied
-%-%*%1%1%*%-%-%*%1%1%

2-1913*--*3737Fairly Dissatisfied
3%-%*%2%2%1%-%-%1%2%2%

e

Neither Satisfied Nor
861763625*14195200Dissatisfied

15%18%15%13%9%9%6%6%10%11%11%

251453167252202612634654Fairly Satisfied
46%42%46%34%38%36%34%44%33%36%36%

bbb

191446248335304620899929Very Satisfied
36%41%39%50%50%55%60%50%55%50%51%

cece

Don't Know (DO NOT READ
----1*--*22OUT)
-%-%-%-%*%*%-%-%*%*%*%

452899415587506123215331583NET: Satisfied
82%82%85%84%88%90%94%94%88%86%86%

aa

2-116191--15454NET: Dissatisfied
3%-%1%3%3%1%-%-%1%3%3%

e
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

*1*1642-22**4-217Very Dissatisfied
*%1%*%1%3%2%-%1%1%**1%-%1%1%

gm

*313341781**9-237Fairly Dissatisfied
1%3%1%2%3%1%4%3%1%**3%-%1%2%

mm

Neither Satisfied Nor
815111651111201716**432123200Dissatisfied
9%15%12%11%8%8%11%6%10%**16%21%10%11%

ffffhjmadefhijm

28333256138485811861**1133867654Fairly Satisfied
32%32%35%36%28%35%32%39%37%**43%36%31%36%

agijlm

51514678177769515782**9245122929Very Satisfied
58%50%51%50%58%55%53%52%51%**35%43%57%51%

bcjcccccccccc

Don't Know (DO NOT READ
-*-1---1-**---2OUT)
-%*%-%*%-%-%-%*%-%**-%-%-%*%

7983781343115124154275143**205831891583NET: Satisfied
90%82%86%86%86%90%85%91%88%**79%79%88%86%

bclcccbclcbclc

13249847103**13-454NET: Dissatisfied
1%3%2%3%6%3%4%3%2%**5%-%2%3%

mbkmmm

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 92  (continuation)                                                                                                                                                   Page 1595

QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

-175136122-**4*17Very Dissatisfied
-%1%1%1%1%*%4%*%-%**3%1%1%

dehdehdeh

532102715--124**5137Fairly Dissatisfied
3%2%2%2%2%-%-%2%2%**3%1%2%

Neither Satisfied Nor
141853916093164389**2116200Dissatisfied

9%11%9%11%13%15%9%7%6%**14%21%11%

cdecdecdecdeh

5559812952527050718248**5027654Fairly Satisfied
36%36%30%37%37%46%15%35%30%**33%37%36%

bfbdeffffff

79850245684337433529198**7029929Very Satisfied
51%50%57%48%47%39%72%55%62%**46%40%51%

aabeghabghabghag

Don't Know (DO NOT READ
-2-2*----**2-2OUT)
-%*%-%*%*%-%-%-%-%**1%-%*%

eh

134144937412106079343473146**120571583NET: Satisfied
88%86%87%86%84%85%87%90%92%**79%77%86%

abhabhab

54915392112144**9154NET: Dissatisfied
3%3%3%3%3%*%4%3%2%**6%1%3%

eg
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

6*1041317Very Dissatisfied
2%*%1%4%1%1%

a

1152113737Fairly Dissatisfied
3%2%2%1%2%2%

Neither Satisfied Nor
47281175195200Dissatisfied
12%11%10%5%11%11%

12910940440613654Fairly Satisfied
33%41%35%41%35%36%

c

20212159049880929Very Satisfied
51%46%52%50%51%51%

Don't Know (DO NOT READ
*-1*12OUT)
*%-%*%*%*%*%

3312309949014941583NET: Satisfied
84%87%87%90%86%86%

1763155054NET: Dissatisfied
4%2%3%5%3%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

296**-17************21517Very Dissatisfied
1%1%1%**-%1%************1%1%1%

81811**136************72937Fairly Dissatisfied
3%2%1%**4%2%************3%2%2%

Neither Satisfied Nor
3010367**5195************25170200Dissatisfied
12%12%9%**13%11%************12%11%11%

a

105294254**15639************90549654Fairly Satisfied
43%35%34%**37%36%************44%34%36%

abai

100412417**18911************82829929Very Satisfied
41%49%55%**47%51%************40%52%51%

cbcbb

Don't Know (DO NOT READ
-1***-2************-22OUT)
-%*%*%**-%*%************-%*%*%

205707671**331550************17213781583NET: Satisfied
84%84%89%**84%86%************84%86%86%

bc

102717**153************84454NET: Dissatisfied
4%3%2%**4%3%************4%3%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

***********17155101791717Very Dissatisfied
***********%1%1%1%2%1%1%1%1%

**********1252961427192037Fairly Dissatisfied
**********1%2%2%2%2%2%3%2%2%

Neither Satisfied Nor
**********5132126498814294121200Dissatisfied
**********11%11%10%12%14%11%13%11%11%

f

**********21426433160242458279410654Fairly Satisfied
**********44%36%36%39%37%36%38%36%36%

**********21590599191290628332567929Very Satisfied
**********44%50%50%46%45%49%45%50%51%

bdbd

Don't Know (DO NOT READ
**********-***1*-*2OUT)
**********-%*%*%*%*%*%-%*%*%

**********421016103235153310866119771583NET: Satisfied
**********88%85%86%85%82%85%83%86%86%

dd

**********14244112544293754NET: Dissatisfied
**********1%4%4%3%4%3%4%3%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**2465**************1017Very Dissatisfied
**2%1%2%1%**************2%1%

**94112**************1337Fairly Dissatisfied
**6%1%*%3%**************2%2%

abcb

Neither Satisfied Nor
**19463443**************84200Dissatisfied
**13%15%9%10%**************13%11%

ab

**52115158131**************240654Fairly Satisfied
**37%39%41%29%**************38%36%

aaa

**57128186253**************286929Very Satisfied
**41%43%48%57%**************45%51%

bcd

Don't Know (DO NOT READ
**---***************12OUT)
**-%-%-%*%***************%*%

**109243344384**************5251583NET: Satisfied
**79%82%89%86%**************83%86%

cdd

**119717**************2454NET: Dissatisfied
**8%3%2%4%**************4%3%

abc
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**17892**8**242217Very Dissatisfied
**1%7%1%1%**2%**3%3%1%1%1%

a

**255327**7**424437Fairly Dissatisfied
**2%4%2%3%**2%**8%1%3%1%2%

ac

Neither Satisfied Nor
**1391718340**47**8171941200Dissatisfied
**11%15%11%15%**13%**14%10%14%15%11%

**4554161395**138**205946112654Fairly Satisfied
**36%37%35%37%**37%**34%35%34%41%36%

**62639890115**173**248463112929Very Satisfied
**50%36%52%44%**46%**42%50%47%41%51%

b

Don't Know (DO NOT READ
***-2-**1**--1-2OUT)
***%-%*%-%***%**-%-%1%-%*%

**1081801503210**311**441431102251583NET: Satisfied
**86%73%87%81%**83%**76%86%81%83%86%

b

**4313419**16**666654NET: Dissatisfied
**3%12%2%3%**4%**11%4%5%2%3%

aac
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**215464**86-17Very Dissatisfied
**2%1%1%4%1%**4%4%-%1%

a

**1207411**64137Fairly Dissatisfied
**1%2%2%2%2%**3%2%2%2%

Neither Satisfied Nor
**16109571870**231810200Dissatisfied
**14%10%15%12%14%**12%12%12%11%

b

**5139014555187**715728654Fairly Satisfied
**44%36%37%36%38%**37%38%36%36%

b

**4655117571220**826539929Very Satisfied
**40%51%45%46%45%**43%43%49%51%

ac

Don't Know (DO NOT READ
**--*1-**--12OUT)
**-%-%*%1%-%**-%-%2%*%

a

**97941320126407**153121671583NET: Satisfied
**84%87%82%81%83%**80%81%85%86%

a

**235111015**1410154NET: Dissatisfied
**2%3%3%6%3%**7%6%2%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**10156917**444**-7617Very Dissatisfied
**1%1%1%1%1%**3%1%1%**-%1%2%1%

**1121111920**21112**616837Fairly Dissatisfied
**1%2%2%3%2%**1%3%3%**6%2%2%2%

b

Neither Satisfied Nor
**871157894121**174962**167943200Dissatisfied
**11%11%14%13%11%**13%11%14%**16%12%14%11%

a

**302359208277410**56172166**36256124654Fairly Satisfied
**39%36%38%38%36%**42%39%37%**36%38%40%36%

**367502250331565**55206208**43312130929Very Satisfied
**47%50%45%45%50%**41%47%46%**43%47%42%51%

b

Don't Know (DO NOT READ
**-*1-***--1**---2OUT)
**-%*%*%-%*%**-%-%*%**-%-%-%*%

**669861458608974**111377375**805692541583NET: Satisfied
**86%85%83%83%86%**83%85%83%**78%85%82%86%

**2136172937**51616**6231454NET: Dissatisfied
**3%4%3%4%3%**4%4%4%**6%3%4%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********1115-242217Very Dissatisfied
********1%2%-%3%1%1%1%1%

********1217*-731037Fairly Dissatisfied
********2%2%*%-%2%1%3%2%

Neither Satisfied Nor
********84100410403147200Dissatisfied
********11%10%9%15%13%14%13%11%

********295341233111496148654Fairly Satisfied
********39%36%49%44%38%44%40%36%

********354485192713588161929Very Satisfied
********47%51%41%39%45%40%44%51%

Don't Know (DO NOT READ
********----1--2OUT)
********-%-%-%-%*%-%-%*%

********64882641582491843091583NET: Satisfied
********86%86%91%83%83%83%84%86%

********2232*21161254NET: Dissatisfied
********3%3%*%3%4%3%3%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

512**-**41711171317151717Very Dissatisfied
*%5%**-%**1%1%1%1%1%1%1%1%1%

ba

1720**-**133320372833243337Fairly Dissatisfied
1%9%**-%**3%2%2%2%2%2%2%2%2%

ba

Neither Satisfied Nor
13564**-**53184118195154188150186200Dissatisfied

8%27%**-%**13%11%11%11%11%11%11%11%11%

b

551103**654**138620377638515621516616654Fairly Satisfied
34%43%**41%**35%36%37%36%36%36%37%36%36%

bb

89039**929**190862508908711881705868929Very Satisfied
56%16%**59%**48%50%49%51%50%51%50%50%51%

ab

Don't Know (DO NOT READ
2***-**-2*222122OUT)
*%*%**-%**-%*%*%*%*%*%*%*%*%

1441142**1583**3281482885154612271502122114851583NET: Satisfied
90%59%**100%**82%86%86%86%86%86%86%86%86%

abc

2133**-**175031544150395054NET: Dissatisfied
1%14%**-%**4%3%3%3%3%3%3%3%3%

ba
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

89728-15244**617Very Dissatisfied
1%1%*%2%4%-%1%1%2%6%**3%1%

ccb

191829531221433**337Fairly Dissatisfied
2%2%2%6%2%4%2%2%1%5%**1%2%

cbb

Neither Satisfied Nor
7412516213245412222288**29200Dissatisfied

8%13%10%16%13%16%9%13%13%13%**12%11%

bb

3043495502873111474688326**94654Fairly Satisfied
34%37%35%34%40%33%36%38%37%41%**39%36%

47745282033761616818210422**111929Very Satisfied
54%47%52%40%41%48%52%46%47%34%**46%51%

aab

Don't Know (DO NOT READ
2-*1--2-1-**-2OUT)
*%-%*%1%-%-%*%-%1%-%**-%*%

c

782801137062149272115415018748**2051583NET: Satisfied
88%84%87%74%81%81%88%84%84%75%**85%86%

aabc

2727367121236678**954NET: Dissatisfied
3%3%2%8%6%4%3%3%3%12%**4%3%

ccb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 92  (continuation)                                                                                                                                                   Page 1606

QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

*--2-2-8-32-17Very Dissatisfied
*%-%-%1%-%2%-%5%-%2%1%-%1%

adfhjkl

-46531-1672237Fairly Dissatisfied
-%2%3%2%2%1%-%1%5%4%1%2%2%

ffbeflefl

Neither Satisfied Nor
1318221617824208191619200Dissatisfied
13%11%12%8%13%8%13%11%7%11%9%16%11%

dgi

317261834833614939567544654Fairly Satisfied
32%43%32%40%36%34%33%27%34%34%43%36%36%

eee

52769910467549710161828155929Very Satisfied
54%45%53%49%49%55%54%56%53%49%46%46%51%

k

Don't Know (DO NOT READ
*-1*--------2OUT)
*%-%1%*%-%-%-%-%-%-%-%-%*%

8314816018811587158150100139156991583NET: Satisfied
86%87%85%89%85%88%87%84%87%83%89%82%86%

*46733-96104254NET: Dissatisfied
*%2%3%3%2%3%-%5%5%6%2%2%3%

fffflflfl
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

*48517Very Dissatisfied
*%1%2%1%1%

d

9971237Fairly Dissatisfied
2%2%1%2%2%

Neither Satisfied Nor
53425253200Dissatisfied
12%9%11%12%11%

164165149175654Fairly Satisfied
36%37%31%38%36%

b

227225259218929Very Satisfied
50%51%55%47%51%

a

Don't Know (DO NOT READ
2*--2OUT)
*%*%-%-%*%

3923894083941583NET: Satisfied
86%88%86%85%86%

1013151654NET: Dissatisfied
2%3%3%3%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

***510**-*2727Very Dissatisfied
*%*%*%1%1%1%2%-%1%2%1%

51930203*127073Fairly Dissatisfied
9%4%8%6%3%5%4%6%5%4%4%

aaa

Neither Satisfied Nor
1161657768126230238Dissatisfied
20%16%14%12%11%15%9%15%16%13%13%

ab

232140174244172411612629Fairly Satisfied
42%62%34%35%36%31%32%33%29%34%34%

abce

15651227306273618820847Very Satisfied
28%18%44%46%46%48%51%46%49%46%46%

dedede

Don't Know (DO NOT READ
*--1131***2425OUT)
*%-%-%*%2%1%3%1%1%1%1%

b

382791401550445102814311475NET: Satisfied
70%79%78%81%82%79%83%79%78%80%80%

ee

511035303*1297100NET: Dissatisfied
10%4%8%7%4%6%5%6%6%5%5%

a
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

2222227212**34227Very Dissatisfied
2%1%2%1%1%5%1%*%1%**1%4%1%1%

cfjf

3616364674**1741273Fairly Dissatisfied
4%6%1%4%5%3%3%2%2%**7%4%5%4%

kkkkfkkk

Neither Satisfied Nor
91411204249263224**481322238Dissatisfied

11%14%12%13%18%6%15%10%15%**19%12%10%13%

hhhhhafhjm

26323253940455511555**1014069629Fairly Satisfied
30%31%35%35%30%32%31%38%34%**39%38%32%34%

46484570758739014773**8943103847Very Satisfied
52%47%50%45%43%52%50%49%45%**34%41%48%46%

ccccccccc

Don't Know (DO NOT READ
11122421-4**2-825OUT)
1%1%1%1%3%1%1%-%3%**1%-%4%1%

ffffk

728077124798118145263128**191831721475NET: Satisfied
82%78%85%80%73%85%80%87%79%**73%79%80%80%

cciccicijl

58285810896**20914100NET: Dissatisfied
6%7%2%5%6%7%4%3%4%**8%8%6%5%

fkkfkk
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

*27121610125***3327Very Dissatisfied
*%2%3%1%1%1%4%1%*%**2%4%1%

adedede

10631855309-126**8973Fairly Dissatisfied
6%4%4%4%4%8%-%2%4%**5%12%4%

efecdefh

Neither Satisfied Nor
22216581801021274725**2117238Dissatisfied
15%13%14%13%14%11%14%9%16%**14%23%13%

eeegh

45584119509248451019945**3825629Fairly Satisfied
29%35%28%36%34%41%20%38%28%**25%34%34%

bbfbdfbdf

76771218629320412925680**8220847Very Satisfied
49%46%51%45%44%37%59%49%51%**54%27%46%

aaaghagagagh

Don't Know (DO NOT READ
-25322102172***-25OUT)
-%1%1%2%1%2%3%1%2%***%-%1%

bab

121135433711385698639454125**120441475NET: Satisfied
79%80%79%81%79%78%79%87%79%**79%61%80%

aaaabdghaa

1090307039102166**1112100NET: Dissatisfied
6%5%7%5%5%9%4%3%4%**8%16%5%

eebdefh
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

551842327Very Dissatisfied
1%2%2%4%1%1%

a

9174627173Fairly Dissatisfied
2%7%4%2%4%4%

c

Neither Satisfied Nor
433315410228238Dissatisfied
11%13%13%10%13%13%

1498138738591629Fairly Satisfied
38%31%34%38%34%34%

18512352443804847Very Satisfied
47%47%46%43%46%46%

Don't Know (DO NOT READ
541622325OUT)
1%2%1%2%1%1%

3342049108113951475NET: Satisfied
84%77%80%81%80%80%

ab

142264694100NET: Dissatisfied
3%8%6%6%5%5%

c
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

31410**126************22427Very Dissatisfied
1%2%1%**3%1%************1%2%1%

83826***73************86473Fairly Dissatisfied
3%5%3%***%4%************4%4%4%

Neither Satisfied Nor
3811784***238************38200238Dissatisfied
16%14%11%**1%13%************18%13%13%

cjacijcj

103283243**15614************88525629Fairly Satisfied
42%34%32%**37%34%************43%33%34%

abai

91382374**23824************68756847Very Satisfied
37%46%49%**58%46%************33%47%46%

ccbbbb

Don't Know (DO NOT READ
1420**-25************12425OUT)
*%1%3%**-%1%*************%2%1%

bc

194665616**381438************15612811475NET: Satisfied
79%79%82%**96%80%************76%80%80%

abiabi

125236**199************1089100NET: Dissatisfied
5%6%5%**3%5%************5%6%5%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

***********19246720121927Very Dissatisfied
***********%2%2%1%1%2%2%2%1%

**********24844172851354773Fairly Dissatisfied
**********4%4%4%4%4%4%5%4%4%

Neither Satisfied Nor
**********51631586210517298145238Dissatisfied
**********11%14%13%15%16%14%13%13%13%

a

**********18409403154226437270403629Fairly Satisfied
**********38%34%34%37%35%34%37%36%34%

**********22536557162275576311505847Very Satisfied
**********47%45%46%39%43%45%42%44%46%

ee

Don't Know (DO NOT READ
**********-15161051671625OUT)
**********-%1%1%2%1%1%1%1%1%

bd

**********4094596131650210135819081475NET: Satisfied
**********85%79%80%77%78%80%79%80%80%

**********267682335714866100NET: Dissatisfied
**********5%6%6%6%5%6%7%6%5%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**2585**************527Very Dissatisfied
**1%2%2%1%**************1%1%

**7131515**************2873Fairly Dissatisfied
**5%4%4%3%**************4%4%

Neither Satisfied Nor
**15515155**************105238Dissatisfied
**11%17%13%12%**************16%13%

d

**60104132139**************224629Fairly Satisfied
**43%35%34%31%**************35%34%

ab

**52124178219**************267847Very Satisfied
**37%42%46%49%**************42%46%

dcd

Don't Know (DO NOT READ
**2*211**************525OUT)
**2%*%1%2%**************1%1%

bc

**112228310358**************4911475NET: Satisfied
**81%77%80%80%**************77%80%

**9182321**************34100NET: Dissatisfied
**7%6%6%5%**************5%5%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**204233**3***12427Very Dissatisfied
**2%4%1%1%**1%***%*%2%1%1%

a

**4927115**12***481673Fairly Dissatisfied
**4%2%4%6%**3%**1%2%6%6%4%

d

Neither Satisfied Nor
**1693120752**53**11272144238Dissatisfied
**13%28%12%20%**14%**19%16%16%16%13%

a

**4353359688**132**19554498629Fairly Satisfied
**34%30%34%34%**35%**33%33%33%36%34%

**57540807100**172**278059107847Very Satisfied
**45%36%47%38%**46%**46%48%43%39%46%

b

Don't Know (DO NOT READ
**16*252**3**1*2225OUT)
**1%*%1%1%**1%**1%*%1%1%1%

**1010721403188**304**461351032051475NET: Satisfied
**80%66%81%72%**81%**79%81%76%76%80%

bc

**6969418**15***51020100NET: Dissatisfied
**5%6%5%7%**4%**1%3%7%7%5%

dcd
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**1195*6**4*127Very Dissatisfied
**1%2%1%*%1%**2%*%2%1%

**114622424**63173Fairly Dissatisfied
**10%4%6%3%5%**3%2%2%4%

b

Neither Satisfied Nor
**16135593471**30347238Dissatisfied
**14%12%15%22%14%**16%23%9%13%

aa

**4638014449177**715131629Fairly Satisfied
**40%35%37%32%36%**37%34%39%34%

**4048915667208**786138847Very Satisfied
**34%45%40%43%42%**41%41%48%46%

c

Don't Know (DO NOT READ
***162*5****-25OUT)
***%1%1%*%1%***%*%-%1%

**86869300116385**149112701475NET: Satisfied
**75%80%77%75%78%**79%75%87%80%

b

**126526530**1033100NET: Dissatisfied
**11%6%7%3%6%**5%2%3%5%

b
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**111761219**152**111327Very Dissatisfied
**1%2%1%2%2%***%1%*%**1%2%1%1%

**3343273547**12416**13321773Fairly Dissatisfied
**4%4%5%5%4%**1%5%3%**13%5%5%4%

cab

Neither Satisfied Nor
**1001398298145**206778**148641238Dissatisfied
**13%14%15%13%13%**15%15%17%**14%13%13%13%

**277343203267402**54146165**31246123629Fairly Satisfied
**36%34%37%37%36%**41%33%36%**31%37%39%34%

**346459231311505**57195188**42289124847Very Satisfied
**44%45%42%43%45%**43%44%41%**41%43%40%46%

Don't Know (DO NOT READ
**12105714***55***7425OUT)
**1%1%1%1%1%***%1%1%***%1%1%1%

**623802434578907**111341353**745352471475NET: Satisfied
**80%79%78%79%80%**83%77%78%**72%80%79%80%

c

**4360334866**22917**144319100NET: Dissatisfied
**6%6%6%7%6%**1%7%4%**13%6%6%5%

cab
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********1317--22427Very Dissatisfied
********2%2%-%-%1%1%1%1%

********34421*12112373Fairly Dissatisfied
********4%4%2%1%4%5%6%4%

Neither Satisfied Nor
********9712727443757238Dissatisfied
********13%13%5%10%15%17%15%13%

eee

********265322213711082128629Fairly Satisfied
********35%34%47%53%37%37%35%34%

abc

********334438212512986153847Very Satisfied
********44%46%46%36%43%39%41%46%

Don't Know (DO NOT READ
********1212**32525OUT)
********2%1%*%*%1%1%1%1%

********59976042622391682801475NET: Satisfied
********79%79%93%89%79%76%76%80%

abcab

********47591*151327100NET: Dissatisfied
********6%6%2%1%5%6%7%5%

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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

1413**1**32715272127212727Very Dissatisfied
1%6%***%**1%2%1%2%1%2%2%2%1%

ba

5518**30**246750735466546573Fairly Dissatisfied
3%8%**2%**6%4%5%4%4%4%4%4%4%

ba

Neither Satisfied Nor
18355**146**58221128226175220181217238Dissatisfied

11%23%**9%**15%13%12%13%12%13%13%13%13%

ba

53395**559**147594368617497602506598629Fairly Satisfied
33%40%**35%**37%35%36%34%35%35%36%35%34%

b

79255**826**166790466832664805634795847Very Satisfied
50%23%**52%**42%46%45%46%47%46%45%46%46%

ab

Don't Know (DO NOT READ
223**21***196211221162125OUT)

1%1%**1%***%1%1%1%1%1%1%1%1%

c

1325150**1385**3131385834145011611408114013931475NET: Satisfied
83%63%**87%**79%81%81%81%82%81%81%81%80%

ab

6931**31**27946610075937591100NET: Dissatisfied
4%13%**2%**7%5%6%6%5%5%5%5%5%

ba
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

131419-9817342**427Very Dissatisfied
1%2%1%-%5%2%1%2%2%4%**1%1%

bc

175667232644351**573Fairly Dissatisfied
2%6%4%3%2%8%3%2%2%2%**2%4%

bab

Neither Satisfied Nor
118121199162347171183713**40238Dissatisfied

13%13%13%19%12%14%13%10%16%20%**17%13%

2923365212580116440698121**85629Fairly Satisfied
33%35%33%31%44%34%33%39%36%33%**35%34%

bc

4334147374069136624849726**108847Very Satisfied
49%43%47%48%38%40%47%47%43%41%**45%46%

aac

Don't Know (DO NOT READ
131225--6191*-***25OUT)

1%1%2%-%-%2%1%*%*%-%***%1%

725751125865149252106415317847**1931475NET: Satisfied
82%79%80%78%81%75%81%86%80%74%**80%80%

cc

3070862123361694**8100NET: Dissatisfied
3%7%5%3%6%10%5%4%4%6%**3%5%

bab

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 93  (continuation)                                                                                                                                                   Page 1621

Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

2114-1-7331527Very Dissatisfied
2%1%1%2%-%1%-%4%2%2%*%4%1%

bfhjfbfh

44737588749773Fairly Dissatisfied
4%2%4%1%5%5%4%5%6%2%5%6%4%

i

Neither Satisfied Nor
142524291611261714251819238Dissatisfied
15%15%13%13%12%11%14%10%12%15%10%15%13%

317059785633655437466237629Fairly Satisfied
32%41%31%37%42%34%36%30%33%27%35%31%34%

acece

456893965545799253888349847Very Satisfied
46%40%49%45%41%46%44%52%46%53%47%41%46%

kak

Don't Know (DO NOT READ
2142*43*-22425OUT)
2%1%2%1%*%4%2%*%-%1%1%3%1%

dehdeh

751381521741117814514690134145861475NET: Satisfied
78%81%81%82%82%79%80%82%79%80%83%72%80%

aaaaa

5597768151071011100NET: Dissatisfied
6%3%5%3%5%6%4%8%9%4%6%9%5%

kikik
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

4510927Very Dissatisfied
1%1%2%2%1%

1515232073Fairly Dissatisfied
3%3%5%4%4%

Neither Satisfied Nor
64565762238Dissatisfied
14%13%12%13%13%

160168157145629Fairly Satisfied
35%38%33%31%34%

a

206196225221847Very Satisfied
45%44%47%48%46%

Don't Know (DO NOT READ
764825OUT)
2%1%1%2%1%

3663633813651475NET: Satisfied
80%82%80%79%80%

19193328100NET: Dissatisfied
4%4%7%6%5%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

2-289*--*2929Very Dissatisfied
3%-%2%2%1%*%-%-%1%2%2%

e

5*315151**14849Fairly Dissatisfied
9%1%3%3%2%2%2%1%2%3%3%

abd

Neither Satisfied Nor
641458657*15197204Dissatisfied

11%13%12%12%10%13%4%11%15%11%11%

d

231648172230172510612629Fairly Satisfied
43%47%42%35%34%31%32%42%27%34%34%

beb

181447241338304620876906Very Satisfied
33%39%40%49%50%54%59%47%55%49%49%

ece

Don't Know (DO NOT READ
*-2*13**-*2121OUT)
*%-%2%*%2%1%3%-%1%1%1%

bb

413095413568476123014881535NET: Satisfied
76%87%82%84%85%85%91%89%82%83%84%

e

7*523241**17778NET: Dissatisfied
12%1%5%5%4%2%2%1%2%4%4%

abcde
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

1-227422-2**84429Very Dissatisfied
1%-%2%2%3%2%1%-%1%**3%4%2%2%

llflflflml

24*427417-**182-49Fairly Dissatisfied
3%4%1%3%5%3%1%2%-%**7%2%-%3%

aaekaaegkaeaeaefgjk

Neither Satisfied Nor
51391782012142617**441527204Dissatisfied
6%13%9%11%15%9%8%9%11%**17%14%12%11%

mmmdfgjkmmm

30293053940466310561**954665629Fairly Satisfied
34%29%33%35%30%33%35%35%38%**36%44%30%34%

al

49555075261729816079**9437115906Very Satisfied
56%54%55%48%45%52%54%53%49%**36%35%53%49%

bcjbcbcbcbcbcbccbcbc

Don't Know (DO NOT READ
1*-2042142**2-521OUT)
1%*%-%1%3%1%1%1%1%**1%-%2%1%

klkl

7985801291101118161265141**189831801535NET: Satisfied
90%83%88%83%75%85%89%88%87%**72%79%84%84%

bcijlccijciccijcicicic

34268117372**267478NET: Dissatisfied
4%4%2%4%8%5%2%2%1%**10%6%2%4%

aefgkeaefgjkl

m
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

425111715124-**2329Very Dissatisfied
3%1%3%1%2%*%4%1%-%**1%4%2%

adedede

*49544227-66**4249Fairly Dissatisfied
*%3%1%3%3%7%-%1%4%**2%3%3%

bbeefeef

Neither Satisfied Nor
1019451154861135416**1712204Dissatisfied

7%12%12%11%12%10%6%10%10%**11%16%11%

56574121508241421518352**4929629Fairly Satisfied
36%34%28%36%33%39%29%35%33%**32%39%34%

b

81825235672349473027580**7827906Very Satisfied
53%49%55%48%49%43%60%52%50%**51%37%49%

aagaa

Don't Know (DO NOT READ
21941772-44**2-21OUT)
1%1%1%1%1%2%-%1%3%**2%-%1%

aeh

136139935611805908944457132**127561535NET: Satisfied
89%83%83%84%82%82%90%87%83%**84%77%84%

aaach

47417613782106**6578NET: Dissatisfied
3%4%4%4%5%7%4%2%4%**4%7%4%

eebee
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

442042529Very Dissatisfied
1%2%2%4%1%2%

17131924749Fairly Dissatisfied
4%5%2%2%3%3%

aa

Neither Satisfied Nor
443012410195204Dissatisfied
11%11%11%10%11%11%

1378639531598629Fairly Satisfied
35%33%35%31%34%34%

19212457450856906Very Satisfied
48%47%50%51%49%49%

Don't Know (DO NOT READ
261221921OUT)
*%2%1%2%1%1%

c

3292119698114551535NET: Satisfied
83%80%85%82%84%84%

22173967278NET: Dissatisfied
5%6%3%6%4%4%

a
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

41214**-29************42529Very Dissatisfied
1%1%2%**-%2%************2%2%2%

52717**247************34449Fairly Dissatisfied
2%3%2%**4%3%************2%3%3%

Neither Satisfied Nor
3710760***204************37167204Dissatisfied
15%13%8%***%11%************18%10%11%

aacjacijcj

111283235**18611************93518629Fairly Satisfied
46%34%31%**45%34%************46%32%34%

abaaai

87401418**20887************68819906Very Satisfied
36%48%55%**50%49%************33%51%49%

cbcbbb

Don't Know (DO NOT READ
*813**-21*************2121OUT)
*%1%2%**-%1%*************%1%1%

c

199684653**371498************16113371535NET: Satisfied
81%82%86%**95%83%************79%84%84%

bcabibb

83930**276************76978NET: Dissatisfied
3%5%4%**4%4%************3%4%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

***********23235923142129Very Dissatisfied
***********%2%2%1%1%2%2%2%2%

**********13430121837263049Fairly Dissatisfied
**********3%3%3%3%3%3%3%3%3%

Neither Satisfied Nor
**********10139147479215299127204Dissatisfied
**********21%12%12%11%14%12%14%11%11%

a

**********15414414158228442260410629Fairly Satisfied
**********32%35%34%38%35%35%35%36%34%

ab

**********21572579183295609328538906Very Satisfied
**********44%48%48%45%46%48%45%47%49%

c

Don't Know (DO NOT READ
**********-896496921OUT)
**********-%1%1%2%1%1%1%1%1%

**********3698599334152310515899481535NET: Satisfied
**********76%83%83%83%81%83%80%84%84%

**********15854172760395178NET: Dissatisfied
**********3%5%4%4%4%5%5%5%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**3597**************929Very Dissatisfied
**2%2%2%2%**************1%2%

**491211**************1649Fairly Dissatisfied
**3%3%3%3%**************3%3%

Neither Satisfied Nor
**14573744**************90204Dissatisfied
**10%19%9%10%**************14%11%

abd

**61105127145**************225629Fairly Satisfied
**44%35%33%33%**************35%34%

abc

**54121197235**************290906Very Satisfied
**39%41%51%53%**************46%49%

cdcd

Don't Know (DO NOT READ
**2-42**************421OUT)
**2%-%1%*%**************1%1%

c

**115226324380**************5151535NET: Satisfied
**83%76%84%86%**************81%84%

cc

**8142118**************2578NET: Dissatisfied
**5%5%5%4%**************4%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**234255**4**222329Very Dissatisfied
**2%3%1%2%**1%**3%1%1%1%2%

**3554411**6**1151149Fairly Dissatisfied
**3%5%3%4%**2%**2%1%3%4%3%

Neither Satisfied Nor
**1493017433**59**13212135204Dissatisfied
**12%27%10%13%**16%**22%13%16%13%11%

a

**4403359697**124**21594695629Fairly Satisfied
**35%30%34%37%**33%**37%36%34%35%34%

**60838868110**182**218260126906Very Satisfied
**48%34%50%42%**48%**36%49%44%46%49%

b

Don't Know (DO NOT READ
**9*214*******2221OUT)
**1%*%1%2%***%***%*%1%1%1%

a

**1048711465206**306**421411062211535NET: Satisfied
**83%64%85%80%**82%**73%85%78%81%84%

bd

**5896916**10**3471378NET: Dissatisfied
**5%8%4%6%**3%**5%2%5%5%4%

aa
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**3181027**42-29Very Dissatisfied
**3%2%3%1%1%**2%2%-%2%

**63012117**21149Fairly Dissatisfied
**5%3%3%*%3%**1%*%2%3%

b

Neither Satisfied Nor
**16117493557**34344204Dissatisfied
**14%11%13%22%12%**18%23%5%11%

aa

**4539215750178**745035629Fairly Satisfied
**39%36%40%32%36%**39%34%45%34%

**4451916067228**756239906Very Satisfied
**39%48%41%43%46%**40%42%48%49%

ac

Don't Know (DO NOT READ
***9-*4*****21OUT)
***%1%-%*%1%***%*%*%1%

**90910317117406**149112741535NET: Satisfied
**78%84%82%76%83%**79%75%93%84%

bb

**94922324**63178NET: Dissatisfied
**8%4%6%2%5%**3%2%2%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**112091421**274**19829Very Dissatisfied
**1%2%2%2%2%**2%2%1%**1%1%3%2%

**2027172630**31010**8221349Fairly Dissatisfied
**3%3%3%3%3%**2%2%2%**8%3%4%3%

b

Neither Satisfied Nor
**951236899127**166072**229336204Dissatisfied
**12%12%12%14%11%**12%14%16%**21%14%12%11%

ab

**279352206258410**53155164**31235121629Fairly Satisfied
**36%35%37%35%36%**40%35%36%**30%35%39%34%

**368484250328538**58205201**40305132906Very Satisfied
**47%48%45%45%48%**44%46%44%**40%46%42%49%

Don't Know (DO NOT READ
**44467***42***6221OUT)
**1%*%1%1%1%***%1%*%***%1%1%1%

**648836457586948**111360365**715402531535NET: Satisfied
**83%83%82%80%84%**84%81%80%**70%81%81%84%

bcc

**3148253951**51715**9302178NET: Dissatisfied
**4%5%5%5%5%**4%4%3%**8%5%7%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********1217-262529Very Dissatisfied
********2%2%-%3%2%1%1%2%

********202511128849Fairly Dissatisfied
********3%3%2%1%4%4%2%3%

Neither Satisfied Nor
********9311147342545204Dissatisfied
********12%12%9%10%11%12%12%11%

********262329203311282141629Fairly Satisfied
********35%34%43%48%37%37%38%34%

********361470212713798167906Very Satisfied
********48%49%46%38%45%45%45%49%

Don't Know (DO NOT READ
********76-**4221OUT)
********1%1%-%*%*%2%1%1%

c

********62379940602491813091535NET: Satisfied
********83%83%88%86%83%82%84%84%

********31421318101378NET: Dissatisfied
********4%4%2%4%6%5%3%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

1117**-**72616292125222529Very Dissatisfied
1%7%**-%**2%2%2%2%1%1%2%1%2%

ba

2326**14**124833464448404849Fairly Dissatisfied
1%11%**1%**3%3%3%3%3%3%3%3%3%

ba

Neither Satisfied Nor
15351**114**55191115200151192162191204Dissatisfied

10%21%**7%**14%11%11%11%11%11%11%11%11%

ba

53891**557**139598357616501598486593629Fairly Satisfied
34%38%**35%**35%35%35%34%35%34%34%34%34%

b

85750**878**184840504887699866696853906Very Satisfied
54%21%**55%**46%49%49%49%49%50%49%50%49%

ab

Don't Know (DO NOT READ
174**20***1581881261221OUT)

1%2%**1%***%1%1%1%1%1%*%1%1%

1395140**1435**3231437861150312001464118214451535NET: Satisfied
87%59%**91%**81%84%83%84%84%84%84%84%84%

ab

3444**14**207549756474617478NET: Dissatisfied
2%18%**1%**5%4%5%4%5%4%4%4%4%

ba

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 94  (continuation)                                                                                                                                                   Page 1635

Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

121722-6422322**229Very Dissatisfied
1%2%1%-%3%1%2%2%1%4%**1%2%

c

17324315142856***649Fairly Dissatisfied
2%3%3%1%2%4%2%3%3%*%**3%3%

b

Neither Satisfied Nor
93111159222235140283214**29204Dissatisfied
11%12%10%27%12%10%11%16%15%22%**12%11%

acb

2733565242877123441638029**94629Fairly Satisfied
31%37%33%33%42%36%34%35%36%45%**39%34%

bc

47343380232701546698010219**111906Very Satisfied
53%45%51%39%38%46%51%45%46%29%**46%49%

aaba

Don't Know (DO NOT READ
17517-4714**-***21OUT)

2%*%1%-%2%2%1%*%*%-%***%1%

a

746789132660147277111014218248**2051535NET: Satisfied
84%83%85%72%80%82%84%80%82%75%**85%84%

b

2949661111850882**878NET: Dissatisfied
3%5%4%1%6%5%4%5%4%4%**3%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

3--2-3285-2529Very Dissatisfied
3%-%-%1%-%3%1%4%4%-%1%4%2%

cjkcjkchjkchjkchjk

131163547104549Fairly Dissatisfied
1%2%1%*%4%3%3%2%6%6%2%4%3%

ijijklijij

Neither Satisfied Nor
1718252620719147122514204Dissatisfied
18%11%13%12%14%7%10%8%6%7%14%12%11%

cdegddd

276670873633536141615241629Fairly Satisfied
28%39%37%41%26%34%29%34%35%37%30%35%34%

hlbfhl

498289937250969055829355906Very Satisfied
50%48%47%44%53%51%53%50%48%49%53%46%49%

Don't Know (DO NOT READ
--422272-2-*21OUT)
-%-%2%1%2%2%4%1%-%1%-%*%1%

abdkl

761491591811078414915196144145961535NET: Satisfied
78%88%84%86%80%85%82%84%84%86%82%80%84%

l

43136571212106978NET: Dissatisfied
4%2%1%1%4%6%4%6%10%6%3%8%4%

jjjjijkbfijkjijk
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

3515729Very Dissatisfied
1%1%3%1%2%

cd

510161849Fairly Dissatisfied
1%2%3%4%3%

dd

Neither Satisfied Nor
61524051204Dissatisfied
13%12%8%11%11%

b

163156155155629Fairly Satisfied
36%35%33%33%34%

219215242230906Very Satisfied
48%48%51%50%49%

Don't Know (DO NOT READ
469221OUT)
1%1%2%1%1%

3833723963851535NET: Satisfied
84%84%83%83%84%

814302578NET: Dissatisfied
2%3%6%5%4%

cdd
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

-3315*-**1919Very Dissatisfied
-%10%3%*%1%1%-%1%1%1%1%

abceb

5-1971--12829Fairly Dissatisfied
9%-%1%2%1%1%-%-%2%2%2%

abcd

Neither Satisfied Nor
34751603112151154Dissatisfied
6%11%6%10%9%6%10%7%5%8%8%

b

151025921439135361370Fairly Satisfied
27%29%22%19%21%17%15%24%15%20%20%

bbb

141042187231264517638664Very Satisfied
26%28%36%38%35%47%58%38%48%36%36%

eaaca

Don't Know (DO NOT READ
18738154224161411587603OUT)
32%21%32%31%33%29%17%29%30%33%33%

d

2920682793743558229981034NET: Satisfied
53%58%58%56%56%63%73%62%62%56%56%

aaa

53410121-*14748NET: Dissatisfied
9%10%4%2%2%2%-%1%3%3%3%

abab
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

*111722*35**2-219Very Dissatisfied
1%1%2%1%2%2%*%1%3%**1%-%1%1%

gjm

23419*1372**1-129Fairly Dissatisfied
2%3%4%1%*%*%2%2%1%***%-%1%2%

cjacijabcehij

Neither Satisfied Nor
510413568202111**262417154Dissatisfied
6%10%4%9%5%6%11%7%7%**10%23%8%8%

kkkkacdefghi

jklm

2121223052927284935**642142370Fairly Satisfied
24%21%24%20%22%19%15%16%22%**25%20%19%20%

fgfgfg

33373456041548011458**893169664Very Satisfied
37%36%37%36%31%39%45%38%36%**34%30%32%36%

abij

Don't Know (DO NOT READ
26302652156474910850**792884603OUT)
30%29%28%33%41%34%27%36%31%**30%27%39%33%

gklmgkl

545856865708010816393**153521111034NET: Satisfied
62%57%62%56%52%58%60%54%58%**59%50%51%56%

a

34536233117**3-348NET: Dissatisfied
3%4%6%2%2%2%2%4%4%**1%-%1%3%

abcjbc
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

11921771*62**2*19Very Dissatisfied
*%1%1%1%1%1%*%1%1%**1%1%1%

227821113152**3429Fairly Dissatisfied
1%2%2%1%2%3%2%1%1%**2%5%2%

eh

Neither Satisfied Nor
161384311172333312**811154Dissatisfied
10%8%10%8%10%3%6%6%8%**6%15%8%

egbdefgbeg

363347129914623610638**1721370Fairly Satisfied
24%20%16%21%20%21%13%20%24%**11%29%20%

bbbbbbf

62601153511247372421053**6321664Very Satisfied
41%36%36%36%34%34%48%40%33%**41%29%36%

ccachccc

Don't Know (DO NOT READ
36566151452237421516551**5816603OUT)
24%34%35%32%33%39%31%31%32%**38%21%33%

baaaa

98935224810393603031691**80421034NET: Satisfied
64%55%52%57%55%55%60%60%57%**53%58%56%

accccc

34611381841104**5448NET: Dissatisfied
2%3%2%3%3%3%3%2%3%**3%5%3%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

421341519Very Dissatisfied
1%1%1%4%1%1%

a

4111442529Fairly Dissatisfied
1%4%1%4%1%2%

ac

Neither Satisfied Nor
28141105149154Dissatisfied

7%5%10%5%9%8%

b

844623723347370Fairly Satisfied
21%17%21%23%20%20%

1629440530634664Very Satisfied
41%36%35%30%36%36%

Don't Know (DO NOT READ
1149636533569603OUT)

29%36%32%33%33%33%

c

245140643539811034NET: Satisfied
62%53%56%53%56%56%

ab

8132784048NET: Dissatisfied
2%5%2%8%2%3%

aca
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

3107**-19************31619Very Dissatisfied
1%1%1%**-%1%************1%1%1%

21116**-29************22729Fairly Dissatisfied
1%1%2%**-%2%************1%2%2%

Neither Satisfied Nor
188056**1154************17136154Dissatisfied

7%10%7%**1%9%************8%9%8%

55168147**3367************52315370Fairly Satisfied
22%20%19%**8%20%************25%20%20%

cjacjcj

105308251**29635************76559664Very Satisfied
43%37%33%**73%35%************37%35%36%

aabiabi

Don't Know (DO NOT READ
62262279**7596************55541603OUT)
25%31%37%**18%33%************27%34%33%

bcbcjbcj

159476399**321002************1288741034NET: Satisfied
65%57%53%**81%56%************62%55%56%

ababiabiai

52122**-48************54348NET: Dissatisfied
2%3%3%**-%3%************3%3%3%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********21613771891619Very Dissatisfied
**********4%1%1%2%1%1%1%1%1%

**********124205425112329Fairly Dissatisfied
**********1%2%2%1%1%2%1%2%2%

dd

Neither Satisfied Nor
**********2113103325712066105154Dissatisfied
**********5%9%9%8%9%9%9%9%8%

ab

**********1525025684131271166242370Fairly Satisfied
**********31%21%21%20%20%21%23%21%20%

a

**********17403464141250439249396664Very Satisfied
**********36%34%39%34%39%34%34%35%36%

bc

Don't Know (DO NOT READ
**********11384345142198399232353603OUT)
**********23%32%29%35%31%31%32%31%33%

f

**********326537202253807094156371034NET: Satisfied
**********67%55%60%55%59%56%57%56%56%

ac

**********34033121144204048NET: Dissatisfied
**********5%3%3%3%2%3%3%3%3%

dd
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**2592**************719Very Dissatisfied
**2%2%2%1%**************1%1%

a

**4399**************429Fairly Dissatisfied
**3%1%2%2%**************1%2%

Neither Satisfied Nor
**11343341**************57154Dissatisfied
**8%12%9%9%**************9%8%

**21699683**************127370Fairly Satisfied
**15%23%25%19%**************20%20%

dad

**5787129161**************242664Very Satisfied
**41%29%34%36%**************38%36%

cc

Don't Know (DO NOT READ
**4499109147**************198603OUT)
**32%33%28%33%**************31%33%

**78156226244**************3681034NET: Satisfied
**56%52%58%55%**************58%56%

**681811**************1148NET: Dissatisfied
**4%3%5%3%**************2%3%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 95  (continuation)                                                                                                                                                   Page 1645

Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**18-194**2****-719Very Dissatisfied
**1%-%1%2%**1%***%*%-%2%1%

**25-292**2**-1*229Fairly Dissatisfied
**2%-%2%1%***%**-%1%*%1%2%

Neither Satisfied Nor
**1181214321**35**5111724154Dissatisfied
**9%11%8%8%**9%**9%7%12%9%8%

**2681835248**74**17321664370Fairly Satisfied
**21%17%20%19%**20%**30%19%12%24%20%

bb

**4374561995**154**25696381664Very Satisfied
**35%41%36%37%**41%**43%41%46%30%36%

aaa

Don't Know (DO NOT READ
**3963556788**108**10534094603OUT)
**31%32%33%34%**29%**17%32%30%34%33%

ddd

**70563970144**228**43101791461034NET: Satisfied
**56%57%56%55%**61%**74%60%58%54%56%

ab

**44-487**4***2*948NET: Dissatisfied
**3%-%3%3%**1%***%1%*%3%3%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**2145*7**1**19Very Dissatisfied
**2%1%1%*%1%***%*%*%1%

**122622***2-29Fairly Dissatisfied
**1%2%2%1%*%***%1%-%2%

Neither Satisfied Nor
**394331147**13112154Dissatisfied
**2%9%9%7%9%**7%7%2%8%

cc

**232319028102**372615370Fairly Satisfied
**20%21%23%18%21%**20%17%19%20%

**4838512863186**736137664Very Satisfied
**41%35%33%41%38%**39%41%47%36%

Don't Know (DO NOT READ
**3934012651147**655026603OUT)
**34%31%32%33%30%**34%33%32%33%

**7061621892289**11187521034NET: Satisfied
**61%57%56%59%59%**58%58%65%56%

**3351129**12*48NET: Dissatisfied
**3%3%3%1%2%***%1%*%3%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**10174916**-53***9219Very Dissatisfied
**1%2%1%1%1%**-%1%1%***%1%1%1%

**181821123***34***9629Fairly Dissatisfied
**2%2%*%1%2%***%1%1%***%1%2%2%

c

Neither Satisfied Nor
**78955066105**93337**35924154Dissatisfied
**10%9%9%9%9%**6%8%8%**3%9%8%8%

cc

**149232116164242**299993**1915870370Fairly Satisfied
**19%23%21%22%21%**22%22%20%**18%24%22%20%

b

**253346211249396**55157181**4823697664Very Satisfied
**33%34%38%34%35%**42%36%40%**47%35%31%36%

ab

Don't Know (DO NOT READ
**269303171232351**40144136**32200112603OUT)
**35%30%31%32%31%**30%33%30%**31%30%36%33%

ab

**403578327413637**84256274**673941661034NET: Satisfied
**52%57%59%56%56%**63%58%60%**66%59%53%56%

ba

**283672039***87**118948NET: Dissatisfied
**4%4%1%3%3%***%2%1%**1%3%3%3%

c
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********1015--24419Very Dissatisfied
********1%2%-%-%1%2%1%1%

********1618--1-229Fairly Dissatisfied
********2%2%-%-%*%-%*%2%

Neither Satisfied Nor
********7482*4241932154Dissatisfied
********10%9%1%6%8%9%9%8%

eee

********1492221216634289370Fairly Satisfied
********20%23%27%22%21%19%24%20%

********247336243511473137664Very Satisfied
********33%35%52%50%38%33%37%36%

abab

Don't Know (DO NOT READ
********25828410159682105603OUT)
********34%30%21%22%32%37%28%33%

aade

********39655836511771152261034NET: Satisfied
********53%58%78%72%59%52%61%56%

babcbcb

********2733--44648NET: Dissatisfied
********4%3%-%-%1%2%2%3%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 95  (continuation)                                                                                                                                                   Page 1649

Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

118**7**2185191218131719Very Dissatisfied
1%3%***%***%1%*%1%1%1%1%1%1%

ba

244**23**22821292828272829Fairly Dissatisfied
2%2%**1%***%2%2%2%2%2%2%2%2%

c

Neither Satisfied Nor
13915**97**2614475147121146127146154Dissatisfied

9%6%**6%**6%8%7%8%8%8%9%8%8%

a

30565**326**82354219368308352291350370Fairly Satisfied
19%27%**21%**21%21%21%20%22%20%21%20%20%

b

59667**624**153613360650506627513623664Very Satisfied
37%28%**39%**38%36%35%36%36%36%36%36%36%

a

Don't Know (DO NOT READ
52380**506**134562355583447571440560603OUT)

33%33%**32%**34%33%34%32%31%33%31%32%33%

901132**950**23696757910188159798049721034NET: Satisfied
56%55%**60%**59%56%56%57%57%56%57%56%56%

b

3613**30**34626484045404548NET: Dissatisfied
2%5%**2%**1%3%2%3%3%3%3%3%3%

bacc
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

71316-3892*****19Very Dissatisfied
1%1%1%-%2%3%1%1%*%1%***%1%

b

121728-182012-**229Fairly Dissatisfied
1%2%2%-%1%2%2%*%1%-%**1%2%

Neither Satisfied Nor
6886134614301159135**10154Dissatisfied

8%9%9%7%8%9%9%5%6%8%**4%8%

172198320113770256444113**52370Fairly Satisfied
19%21%20%14%20%21%19%25%18%20%**21%20%

3423215592877114466818926**95664Very Satisfied
39%34%36%33%42%34%35%45%40%41%**39%36%

abc

Don't Know (DO NOT READ
2843185113852106449417919**84603OUT)

32%33%33%46%28%31%34%23%35%30%**35%33%

acaa

5145208793911418572212513039**1471034NET: Satisfied
58%55%56%47%62%55%55%70%58%62%**61%56%

bbc

193044-4172932***248NET: Dissatisfied
2%3%3%-%2%5%2%2%1%1%**1%3%

b
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

2*3*--2433-219Very Dissatisfied
2%*%1%*%-%-%1%2%2%2%-%2%1%

312623-*222429Fairly Dissatisfied
4%1%1%3%2%3%-%*%2%1%1%3%2%

effefef

Neither Satisfied Nor
41017354910181313147154Dissatisfied
4%6%9%17%3%9%5%10%12%8%8%6%8%

habcfghjklhhfhl

173436432925492419314222370Fairly Satisfied
17%20%19%20%21%25%27%14%16%18%24%18%20%

dedee

314658614241868349655744664Very Satisfied
32%27%31%29%31%42%48%47%42%39%32%36%36%

ijkabhijklbhijklhijkk

Don't Know (DO NOT READ
407973665820344929546141603OUT)
41%46%38%31%43%21%19%27%26%32%35%34%33%

defgabcdefgidefgfgdefgifgfgfg

4879941047166136108679699661034NET: Satisfied
50%47%50%49%52%67%75%60%59%57%56%55%56%

ahijklkabcdehijklk

52562325542648NET: Dissatisfied
5%1%3%3%2%3%1%3%4%3%1%5%3%

kk
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

5*9519Very Dissatisfied
1%*%2%1%1%

ccc

7113829Fairly Dissatisfied
2%3%1%2%2%

b

Neither Satisfied Nor
31484134154Dissatisfied

7%11%9%7%8%

d

86979295370Fairly Satisfied
19%22%19%20%20%

135144218166664Very Satisfied
30%32%46%36%36%

acd

Don't Know (DO NOT READ
191144112155603OUT)

42%33%24%33%33%

abcbb

2222413112611034NET: Satisfied
49%54%65%56%56%

acdd

1211121348NET: Dissatisfied
3%3%2%3%3%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

---25----99Very Dissatisfied
-%-%-%*%1%-%-%-%-%*%*%

1-*471--11313Fairly Dissatisfied
2%-%*%1%1%1%-%-%2%1%1%

Neither Satisfied Nor
44847433*11130133Dissatisfied
7%11%7%9%6%5%5%10%4%7%7%

bb

221124871429235354363Fairly Satisfied
41%31%21%18%21%17%25%22%14%20%20%

abcbbbb

111445194250274518684711Very Satisfied
20%41%39%39%37%48%55%41%50%38%39%

eeeeaaa

Don't Know (DO NOT READ
16639159223161411594609OUT)
30%17%33%32%33%28%15%27%31%33%33%

dddddd

33256928139236582310381074NET: Satisfied
61%72%59%57%59%65%80%63%63%58%58%

baabce

1-*7121--12222NET: Dissatisfied
2%-%*%1%2%1%-%-%2%1%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

*11722-1-**2--9Very Dissatisfied
1%1%1%*%1%2%-%*%-%**1%-%-%*%

-2383-*--**4--13Fairly Dissatisfied
-%2%3%1%2%-%*%-%-%**1%-%-%1%

jmaefgjmmaefgjm

Neither Satisfied Nor
58611510213169**271820133Dissatisfied
6%7%6%7%8%2%7%5%5%**10%17%9%7%

hhhhdhdhdefghjkl

m

1923183031837376235**512032363Fairly Satisfied
22%22%20%19%14%27%21%21%22%**20%19%15%20%

ai

37383560051527811371**933481711Very Satisfied
42%37%39%39%38%38%43%37%44%**36%33%37%39%

Don't Know (DO NOT READ
25312852451455210947**853283609OUT)
29%31%31%34%38%32%29%36%29%**32%31%39%33%

5661539046989115176106**144541131074NET: Satisfied
64%59%59%58%51%64%64%58%66%**55%52%52%58%

aiaai

*341642*1-**6--22NET: Dissatisfied
1%2%4%1%3%2%*%*%-%**2%-%-%1%

aaefgjmaefgjaeg
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

18275--21**-19Very Dissatisfied
*%*%*%*%1%-%-%*%1%**-%1%*%

*1331013-31**2313Fairly Dissatisfied
*%1%1%1%*%3%-%1%1%**1%4%1%

hheh

Neither Satisfied Nor
111223210268113219**105133Dissatisfied

7%7%7%7%9%10%5%4%6%**6%7%7%

ee

423217428914219810635**1526363Fairly Satisfied
27%19%17%20%20%17%16%20%22%**10%36%20%

abbbbbdefgh

62648165545266352322761**6322711Very Satisfied
41%38%39%39%37%32%47%43%38%**41%30%39%

acgacghc

Don't Know (DO NOT READ
37572151458238431516651**6216609OUT)
24%34%35%32%33%39%31%32%32%**41%22%33%

baaaae

104970239834408543133396**78481074NET: Satisfied
68%58%56%59%57%49%63%63%60%**52%66%58%

abghbg

12151763-52**2422NET: Dissatisfied
*%1%1%1%1%3%-%1%2%**1%5%1%

eh
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

315549Very Dissatisfied
1%*%*%5%*%*%

a

62621113Fairly Dissatisfied
1%1%1%2%1%1%

Neither Satisfied Nor
2618905129133Dissatisfied

6%7%8%5%7%7%

695424121342363Fairly Satisfied
17%20%21%22%20%20%

1759443734677711Very Satisfied
44%35%38%34%39%39%

ab

Don't Know (DO NOT READ
1179536633577609OUT)

30%36%32%33%33%33%

2451476785510181074NET: Satisfied
62%56%59%56%59%58%

931171522NET: Dissatisfied
2%1%1%7%1%1%

a
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

234**-9************269Very Dissatisfied
1%*%1%**-%*%************1%*%*%

284**-13************21113Fairly Dissatisfied
1%1%*%**-%1%************1%1%1%

Neither Satisfied Nor
177245***133************16117133Dissatisfied

7%9%6%**1%7%************8%7%7%

j

56161146**4359************52307363Fairly Satisfied
23%19%19%**11%20%************25%19%20%

aij

106339266**28683************79604711Very Satisfied
44%40%35%**71%38%************38%38%39%

aaabiabi

Don't Know (DO NOT READ
61257292**7602************54549609OUT)
25%31%39%**18%33%************26%34%33%

bcbcjbcj

163499412**321042************1319111074NET: Satisfied
67%60%54%**82%58%************64%57%58%

abaabiabia

4108**-22************41822NET: Dissatisfied
2%1%1%**-%1%************2%1%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********188558689Very Dissatisfied
**********1%1%1%1%1%1%1%1%*%

**********11210441381113Fairly Dissatisfied
**********1%1%1%1%1%1%1%1%1%

Neither Satisfied Nor
**********3968530501035991133Dissatisfied
**********5%8%7%7%8%8%8%8%7%

ab

**********1523925682131259147238363Fairly Satisfied
**********32%20%21%20%20%20%20%21%20%

a

**********18447496149262484278432711Very Satisfied
**********38%38%41%36%40%38%38%38%39%

Don't Know (DO NOT READ
**********11389347142196404234354609OUT)
**********23%33%29%35%30%32%32%31%33%

f

**********336867522303937434266701074NET: Satisfied
**********70%58%63%56%61%58%58%59%58%

abce

**********120189821151922NET: Dissatisfied
**********2%2%2%2%1%2%2%2%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**2142**************59Very Dissatisfied
**1%*%1%*%**************1%*%

**3334**************413Fairly Dissatisfied
**2%1%1%1%**************1%1%

Neither Satisfied Nor
**14322136**************49133Dissatisfied
**10%11%6%8%**************8%7%

b

**21599879**************127363Fairly Satisfied
**15%20%26%18%**************20%20%

ad

**58104150169**************254711Very Satisfied
**41%35%39%38%**************40%39%

Don't Know (DO NOT READ
**4299109154**************196609OUT)
**30%33%28%35%**************31%33%

**79163248248**************3811074NET: Satisfied
**57%55%64%56%**************60%58%

ac

**5475**************822NET: Dissatisfied
**3%1%2%1%**************1%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**8272**2**21-29Very Dissatisfied
**1%2%*%1%**1%**3%*%-%1%*%

ab

**13-132**1***21*13Fairly Dissatisfied
**1%-%1%1%***%***%1%*%*%1%

Neither Satisfied Nor
**101912420**28**39730133Dissatisfied
**8%8%7%8%**8%**5%5%5%11%7%

bc

**2591634747**77**20262856363Fairly Satisfied
**21%15%20%18%**21%**35%16%21%20%20%

abc

**48047663100**161**23766091711Very Satisfied
**38%43%38%38%**43%**39%46%44%34%39%

aa

Don't Know (DO NOT READ
**4013657488**106**10524092609OUT)
**32%32%33%34%**28%**17%31%30%34%33%

ddd

**739631010147**238**43102881471074NET: Satisfied
**59%58%58%57%**63%**74%61%65%54%58%

aa

**212204**3**231322NET: Dissatisfied
**2%2%1%2%**1%**3%2%*%1%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**26523**22-9Very Dissatisfied
**2%1%1%1%1%**1%1%-%*%

***9313**31*13Fairly Dissatisfied
***%1%1%*%1%**2%*%*%1%

Neither Satisfied Nor
**78032742**117*133Dissatisfied
**6%7%8%5%9%**6%5%1%7%

**23226883299**353013363Fairly Satisfied
**20%21%23%21%20%**19%20%17%20%

**4742013265197**796240711Very Satisfied
**41%39%34%42%40%**42%42%50%39%

Don't Know (DO NOT READ
**3734312848148**604726609OUT)
**32%32%33%31%30%**32%32%32%33%

**7064622097296**11492531074NET: Satisfied
**60%60%57%63%60%**60%62%67%58%

**215826**52*22NET: Dissatisfied
**2%1%2%2%1%**3%2%*%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**58568**222**1559Very Dissatisfied
**1%1%1%1%1%**1%1%1%**1%1%2%*%

**793811***14***6413Fairly Dissatisfied
**1%1%1%1%1%***%*%1%***%1%1%1%

Neither Satisfied Nor
**5882455991**43334**65720133Dissatisfied
**8%8%8%8%8%**3%8%7%**6%9%6%7%

**155216109145238**319093**1313755363Fairly Satisfied
**20%21%20%20%21%**24%20%20%**12%20%18%20%

c

**282391223278432**55171188**52264111711Very Satisfied
**36%39%40%38%38%**41%39%41%**51%39%36%39%

ab

Don't Know (DO NOT READ
**270306170234352**41145133**31203117609OUT)
**35%30%31%32%31%**31%33%29%**30%30%38%33%

ab

**437606332424670**86260281**654011661074NET: Satisfied
**56%60%60%58%59%**65%59%62%**63%60%53%58%

**121881419**236**110822NET: Dissatisfied
**2%2%1%2%2%**2%1%1%**1%2%3%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********57-25339Very Dissatisfied
********1%1%-%3%2%1%1%*%

********89--1*113Fairly Dissatisfied
********1%1%-%-%*%*%*%1%

Neither Satisfied Nor
********567213191530133Dissatisfied
********7%7%1%4%6%7%8%7%

********1502071215643880363Fairly Satisfied
********20%22%27%21%21%17%22%20%

********277376233511583148711Very Satisfied
********37%39%51%49%38%38%40%39%

Don't Know (DO NOT READ
********25928810179881107609OUT)
********34%30%21%24%33%37%29%33%

aade

********42758335491781212281074NET: Satisfied
********57%61%78%70%59%55%62%58%

abcb

********1316-253422NET: Dissatisfied
********2%2%-%3%2%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 96  (continuation)                                                                                                                                                   Page 1664

Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

26**2**396979789Very Dissatisfied
*%3%***%**1%1%1%*%*%1%*%*%*%

ba

94**9**11312131313131313Fairly Dissatisfied
1%2%**1%***%1%1%1%1%1%1%1%1%

b

Neither Satisfied Nor
11024**68**2512071126102122103122133Dissatisfied

7%10%**4%**6%7%7%7%7%7%7%7%7%

30360**323**79351207361291349286346363Fairly Satisfied
19%25%**20%**20%20%20%20%20%20%20%20%20%

b

64665**672**154659380695557673558668711Very Satisfied
40%27%**42%**39%38%37%39%39%39%40%39%39%

ab

Don't Know (DO NOT READ
53079**508**137566358592453575443565609OUT)

33%33%**32%**34%33%35%33%32%33%31%33%33%

948125**995**23310105861057848102284510141074NET: Satisfied
59%52%**63%**58%59%57%59%60%59%60%59%58%

b

1111**12**42219222022202222NET: Dissatisfied
1%5%**1%**1%1%2%1%1%1%1%1%1%

ba
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

365-4*712-**29Very Dissatisfied
*%1%*%-%2%*%1%1%1%-%**1%*%

c

4912-13823***313Fairly Dissatisfied
*%1%1%-%1%1%1%1%1%1%**1%1%

Neither Satisfied Nor
538111751135899106**7133Dissatisfied

6%8%7%6%6%11%7%5%4%9%**3%7%

bab

181183311143661266363810**46363Fairly Satisfied
20%19%20%17%20%18%20%20%17%15%**19%20%

3493626042779126499839729**105711Very Satisfied
39%38%39%32%43%37%38%46%43%46%**43%39%

bc

Don't Know (DO NOT READ
2963145193752111445477519**79609OUT)

33%33%33%45%28%33%34%26%33%30%**33%33%

aca

5295449154111518876511913439**1511074NET: Satisfied
60%57%58%50%63%56%58%67%60%61%**62%58%

bc

71517-641634***422NET: Dissatisfied
1%2%1%-%3%1%1%2%2%1%**2%1%

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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

--11--*4--2-9Very Dissatisfied
-%-%1%*%-%-%*%2%-%-%1%-%*%

*-1-13--142113Fairly Dissatisfied
*%-%*%-%1%3%-%-%1%2%1%1%1%

efijk

Neither Satisfied Nor
75162688714681415133Dissatisfied
7%3%9%12%6%8%4%8%5%5%8%12%7%

kcdfkkkkcdfk

193835482124432828293317363Fairly Satisfied
20%22%19%23%16%25%24%16%24%17%19%14%20%

aaa

345166684339978251696347711Very Satisfied
35%30%35%32%32%40%53%46%44%41%36%40%39%

abcghijklhijkhikk

Don't Know (DO NOT READ
367670686124345029586140609OUT)
37%45%37%32%45%24%19%28%26%35%35%34%33%

dfgadefgidfgfadefgifgfgf

53881011166463140111799796641074NET: Satisfied
55%52%53%55%48%65%77%62%69%58%55%53%58%

ahjkhabceghijklabhijkl

*-2113*4145122NET: Dissatisfied
*%-%1%*%1%3%*%2%1%2%3%1%1%

fkk
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

11529Very Dissatisfied
*%*%1%1%*%

151713Fairly Dissatisfied
*%1%*%1%1%

b

Neither Satisfied Nor
28422737133Dissatisfied

6%9%6%8%7%

b

92939979363Fairly Satisfied
20%21%21%17%20%

151151230179711Very Satisfied
33%34%48%39%39%

acd

Don't Know (DO NOT READ
182153114160609OUT)

40%34%24%35%33%

bbb

2432443292581074NET: Satisfied
53%55%69%56%58%

acd

355922NET: Dissatisfied
1%1%1%2%1%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

1438132**23840Very Dissatisfied
1%10%3%2%2%4%2%2%5%2%2%

abcea

4-428302**17879Fairly Dissatisfied
8%-%3%6%4%3%2%3%2%4%4%

d

Neither Satisfied Nor
9615631157133265272Dissatisfied

17%17%13%13%17%13%11%23%9%15%15%

abeb

151338176201152410564580Fairly Satisfied
27%37%33%36%30%27%28%28%27%32%32%

20939202271273519716743Very Satisfied
36%26%33%41%40%49%49%40%52%40%40%

ddaac

Don't Know (DO NOT READ
6317164121*2122125OUT)

10%10%15%3%6%4%8%4%4%7%7%

bbabb

34227737847143592912801323NET: Satisfied
63%63%66%77%70%77%77%68%80%72%72%

acdeaac

54737434*13116119NET: Dissatisfied
9%10%6%7%6%6%5%6%7%6%6%
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

1423326264**42640Very Dissatisfied
1%4%2%2%2%5%1%2%2%**1%2%3%2%

mm

343696812177**122479Fairly Dissatisfied
3%4%4%4%5%6%6%6%4%**5%2%2%4%

aa

Neither Satisfied Nor
1117142301917284318**442626272Dissatisfied
13%17%15%15%14%12%16%14%11%**17%25%12%15%

aefhjm

2930284934538399657**993361580Fairly Satisfied
33%29%30%32%34%27%21%32%35%**38%32%28%32%

ggggggg

41433962150608712967**853783743Very Satisfied
46%42%43%40%37%43%48%43%41%**32%36%38%40%

ccccc

Don't Know (DO NOT READ
34611211913109**17436125OUT)
4%4%6%7%8%6%7%3%6%**6%3%17%7%

fbcefghj

klm

70736711149598125226124**183701441323NET: Satisfied
80%72%73%71%71%71%70%75%77%**70%67%67%72%

abcgjl

385103915142411**16510119NET: Dissatisfied
4%8%6%7%6%11%8%8%7%**6%5%4%6%

ddmd
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

139733132*142**7140Very Dissatisfied
*%2%2%2%2%2%*%3%1%**5%1%2%

h

87119603662118**8379Fairly Dissatisfied
5%4%4%4%5%5%3%2%5%**5%4%4%

eee

Neither Satisfied Nor
22250602111241756421**239272Dissatisfied
15%15%14%15%17%16%10%12%13%**15%12%15%

e

50530126453245251516150**3935580Fairly Satisfied
32%31%30%32%34%23%30%31%31%**26%48%32%

bgbcdefgh

63681185559270502122174**6423743Very Satisfied
41%40%43%40%37%46%42%42%47%**42%32%40%

ah

Don't Know (DO NOT READ
1011430943397543**122125OUT)

7%7%7%7%5%8%14%10%2%**8%3%7%

dadhadhadhd

112121131110125157536381124**103581323NET: Satisfied
73%72%73%72%71%69%72%73%78%**68%80%72%

bb

8111269349822510**154119NET: Dissatisfied
5%7%6%7%7%7%4%5%7%**10%6%6%

e
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

952143640Very Dissatisfied
2%2%2%4%2%2%

9145627779Fairly Dissatisfied
2%5%5%2%4%4%

cc

Neither Satisfied Nor
445716412260272Dissatisfied
11%22%14%12%15%15%

ac

1358635027553580Fairly Satisfied
34%33%31%27%32%32%

1748647742702743Very Satisfied
44%33%42%42%40%40%

bb

Don't Know (DO NOT READ
25157613112125OUT)

6%6%7%13%6%7%

a

3091738276812551323NET: Satisfied
78%66%72%69%72%72%

abb

1819776113119NET: Dissatisfied
5%7%7%6%7%6%
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

52213***40************53540Very Dissatisfied
2%3%2%***%2%************2%2%2%

123730**-79************126779Fairly Dissatisfied
5%4%4%**-%4%************6%4%4%

Neither Satisfied Nor
39128105**4268************35233272Dissatisfied
16%15%14%**10%15%************17%15%15%

68283229**11569************57512580Fairly Satisfied
28%34%30%**28%32%************28%32%32%

c

106314323**23720************83637743Very Satisfied
43%37%43%**59%40%************41%40%40%

babiabi

Don't Know (DO NOT READ
145358**1123************13111125OUT)

6%6%8%**4%7%************6%7%7%

174598552**341289************14011491323NET: Satisfied
71%71%73%**86%72%************68%72%72%

abiabi

185942***119************18102119NET: Dissatisfied
7%7%6%***%7%************9%6%6%

cj
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********22833161530202840Very Dissatisfied
**********4%2%3%4%2%2%3%2%2%

**********25648302762425279Fairly Dissatisfied
**********4%5%4%7%4%5%6%5%4%

abadf

Neither Satisfied Nor
**********91851766298196129171272Dissatisfied
**********18%16%15%15%15%15%18%15%15%

**********18370400141215401220370580Fairly Satisfied
**********37%31%33%34%33%32%30%33%32%

**********17466479146241495281438743Very Satisfied
**********36%39%40%36%37%39%38%39%40%

c

Don't Know (DO NOT READ
***********85661650874275125OUT)
***********%7%6%4%8%7%6%7%7%

bbeee

**********358368792884568975018071323NET: Satisfied
**********74%70%73%70%71%71%68%71%72%

b

**********485814642926281119NET: Dissatisfied
**********8%7%7%11%7%7%8%7%6%

aacdf
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**56146**************1540Very Dissatisfied
**4%2%4%1%**************2%2%

aa

**1017727**************2779Fairly Dissatisfied
**7%6%2%6%**************4%4%

bbb

Neither Satisfied Nor
**20565663**************98272Dissatisfied
**14%19%15%14%**************15%15%

**3693140131**************212580Fairly Satisfied
**26%31%36%29%**************33%32%

ad

**60105144184**************232743Very Satisfied
**43%35%37%41%**************37%40%

Don't Know (DO NOT READ
**8212434**************50125OUT)
**6%7%6%8%**************8%7%

**95197284314**************4441323NET: Satisfied
**69%66%74%71%**************70%72%

c

**16232133**************42119NET: Dissatisfied
**11%8%5%7%**************7%6%

b
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**304368**4**22*1040Very Dissatisfied
**2%4%2%3%**1%**4%1%*%4%2%

bb

**6157411**16**2106979Fairly Dissatisfied
**5%5%4%4%**4%**3%6%5%3%4%

Neither Satisfied Nor
**1941425842**55**6192942272Dissatisfied
**15%12%15%16%**15%**10%11%21%15%15%

cd

**3993754389**122**20604784580Fairly Satisfied
**32%34%31%34%**33%**35%36%35%31%32%

**4924370192**148**25654699743Very Satisfied
**39%39%41%35%**39%**43%39%34%37%40%

Don't Know (DO NOT READ
**87711818**30**312728125OUT)
**7%6%7%7%**8%**5%7%5%10%7%

**891801243181**270**45124941831323NET: Satisfied
**71%73%72%70%**72%**77%75%69%67%72%

**91911019**21**412719119NET: Dissatisfied
**7%9%6%7%**5%**8%7%5%7%6%
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**3279411**47*40Very Dissatisfied
**3%2%2%3%2%**2%5%*%2%

**55216522**127379Fairly Dissatisfied
**4%5%4%3%4%**6%5%4%4%

Neither Satisfied Nor
**26158662276**321716272Dissatisfied
**22%15%17%14%16%**17%12%21%15%

b

**2834914047168**504421580Fairly Satisfied
**25%32%36%30%34%**27%29%27%32%

c

**3942413264177**796236743Very Satisfied
**34%39%34%42%36%**41%41%45%40%

Don't Know (DO NOT READ
**1474251238**13123125OUT)
**12%7%6%8%8%**7%8%4%7%

ab

**68773272112345**129105571323NET: Satisfied
**59%71%70%72%70%**68%71%71%72%

cc

**879251033**16143119NET: Dissatisfied
**7%7%6%6%7%**9%9%4%6%
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**1823132028**5108**120840Very Dissatisfied
**2%2%2%3%2%**4%2%2%**1%3%2%2%

**3954224252**82021**8391479Fairly Dissatisfied
**5%5%4%6%5%**6%5%5%**8%6%5%4%

Neither Satisfied Nor
**12916290129171**226375**1911863272Dissatisfied
**17%16%16%18%15%**17%14%17%**18%18%20%15%

**245308195218369**48136151**26188102580Fairly Satisfied
**31%30%35%30%33%**36%31%33%**26%28%33%32%

b

**300397194281437**41168168**35271101743Very Satisfied
**39%39%35%38%39%**31%38%37%**35%40%32%40%

a

Don't Know (DO NOT READ
**4768404273**94430**123524125OUT)
**6%7%7%6%6%**7%10%7%**12%5%8%7%

b

**545705389499807**88304319**624592031323NET: Satisfied
**70%70%70%68%71%**66%69%70%**60%68%65%72%

**5777356281**133129**95822119NET: Dissatisfied
**7%8%6%8%7%**10%7%6%**9%9%7%6%
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********2024-3891040Very Dissatisfied
********3%3%-%4%3%4%3%2%

********4051341291779Fairly Dissatisfied
********5%5%6%6%4%4%5%4%

Neither Satisfied Nor
********124147915463658272Dissatisfied
********16%15%20%21%15%16%16%15%

********233286202411864120580Fairly Satisfied
********31%30%43%34%39%29%33%32%

bb

********29138712219881133743Very Satisfied
********39%40%27%30%33%37%36%40%

Don't Know (DO NOT READ
********466323192130125OUT)
********6%7%4%5%6%10%8%7%

********52467332452161452531323NET: Satisfied
********69%70%70%65%72%66%69%72%

********607537201827119NET: Dissatisfied
********8%8%6%10%7%8%7%6%
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

2218**16**43919403439353940Very Dissatisfied
1%8%**1%**1%2%2%2%2%2%3%2%2%

ba

6614**50**157540795975697579Fairly Dissatisfied
4%6%**3%**4%4%4%4%4%4%5%4%4%

a

Neither Satisfied Nor
23042**208**65251146263210251219249272Dissatisfied

14%17%**13%**16%15%14%15%15%14%15%14%15%

480100**503**129546342568472547463541580Fairly Satisfied
30%42%**32%**32%32%33%32%33%31%33%31%32%

b

69746**703**155685413725556707538700743Very Satisfied
44%19%**44%**39%40%40%40%39%41%38%41%40%

ab

Don't Know (DO NOT READ
10519**103**31121751219212287120125OUT)

7%8%**7%**8%7%7%7%6%7%6%7%7%

1177146**1206**2841232754129310281254100112401323NET: Satisfied
74%61%**76%**71%72%73%72%72%72%71%72%72%

ab

8732**66**181145911993114104114119NET: Dissatisfied
5%13%**4%**5%7%6%7%7%7%7%7%6%

ba
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

132733251226225**540Very Dissatisfied
2%3%2%3%2%4%2%1%1%8%**2%2%

b

2555723425504124**1079Fairly Dissatisfied
3%6%5%3%2%8%4%2%5%6%**4%4%

bab

Neither Satisfied Nor
128144234162258190243412**38272Dissatisfied

15%15%15%19%12%17%14%13%15%19%**16%15%

2743054962160107410615716**66580Fairly Satisfied
31%32%32%26%33%32%31%34%26%26%**27%32%

38136362638791215457610320**109743Very Satisfied
43%38%40%45%43%36%41%43%46%31%**45%40%

aa

Don't Know (DO NOT READ
6461107314149411156**13125OUT)

7%6%7%4%7%4%7%6%7%10%**6%7%

65566811225914022895513716036**1751323NET: Satisfied
74%70%72%71%76%67%73%77%72%57%**72%72%

ca

38811055937756149**15119NET: Dissatisfied
4%9%7%6%5%11%6%4%6%14%**6%6%

bab
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

3*133148733340Very Dissatisfied
4%*%1%2%2%1%2%5%6%2%1%2%2%

kgjkbgjk

4610134268668779Fairly Dissatisfied
4%3%6%6%3%2%3%5%6%3%5%6%4%

Neither Satisfied Nor
19233543216262812172220272Dissatisfied
19%13%18%21%16%6%14%15%10%10%13%17%15%

cdggcdgcdggggg

306258624040514344625136580Fairly Satisfied
31%37%31%29%30%40%28%24%38%37%29%30%32%

ebefiee

335959786047918745787333743Very Satisfied
34%35%31%37%44%48%50%48%39%47%41%28%40%

ajajklaijklaijklaajkla

Don't Know (DO NOT READ
71925127345111921125OUT)
8%11%13%6%5%3%2%3%*%1%11%17%7%

cdfcdefgcdefghicdcdcdefgcdefghil

631221171391008714213089140124701323NET: Satisfied
65%72%62%66%74%88%78%72%78%84%71%58%72%

aajaijlabdefhijklajaijlabeijkla

861216621017139119119NET: Dissatisfied
8%4%6%8%5%2%5%9%12%5%6%8%6%

gggkcfghkg
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

5719840Very Dissatisfied
1%2%4%2%2%

acd

2018212079Fairly Dissatisfied
4%4%4%4%4%

Neither Satisfied Nor
76716560272Dissatisfied
17%16%14%13%15%

151141138150580Fairly Satisfied
33%32%29%32%32%

152185223184743Very Satisfied
33%42%47%40%40%

dadd

Don't Know (DO NOT READ
51221041125OUT)
11%5%2%9%7%

bcbbc

3033263613341323NET: Satisfied
66%73%76%72%72%

dd

25254029119NET: Dissatisfied
6%6%8%6%6%
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

11317201***5151Very Dissatisfied
1%2%3%3%3%1%1%1%1%3%3%

e

12111261-*15758Fairly Dissatisfied
3%5%1%2%4%2%-%3%2%3%3%

Neither Satisfied Nor
1041771686*14210216Dissatisfied
19%11%14%14%10%10%6%11%11%12%12%

aa

20931113175162410452468Fairly Satisfied
37%26%26%23%26%28%28%33%27%25%25%

ab

201855251343294620894923Very Satisfied
37%51%47%51%51%52%54%45%55%50%50%

ee

Don't Know (DO NOT READ
21930383112119122OUT)
3%4%8%6%6%6%11%8%5%7%7%

402786364519455102913461391NET: Satisfied
74%78%73%74%77%81%82%78%81%75%76%

aa

22528462**1107109NET: Dissatisfied
4%7%4%6%7%3%1%3%3%6%6%

e
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

15540102544**54451Very Dissatisfied
2%5%6%3%8%2%3%1%2%**2%4%2%3%

cfjmacfhjm

5234848524**106858Fairly Dissatisfied
6%2%3%3%3%6%3%1%3%**4%5%4%3%

fjffff

Neither Satisfied Nor
10107189159203414**531323216Dissatisfied
11%10%7%12%11%6%11%11%9%**20%13%11%12%

kaefghjk

lm

2024204033526398550**672657468Fairly Satisfied
23%24%22%26%26%19%22%28%31%**26%25%26%25%

h

47564877363899114887**11450108923Very Satisfied
53%55%52%50%46%64%51%49%54%**44%48%50%50%

cabcdfgij

k

Don't Know (DO NOT READ
5491057520293**13516122OUT)
6%4%9%7%5%4%11%10%2%**5%5%8%7%

elecehjlmelee

678168117698115131233137**181761641391NET: Satisfied
76%79%74%75%73%83%72%77%84%**69%73%76%76%

cccgijk

6788815101068**141012109NET: Dissatisfied
7%7%9%6%11%7%5%2%5%**6%10%6%6%

fffffjff
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

54713382311171**3551Very Dissatisfied
3%3%3%3%3%*%2%3%1%**2%6%3%

dg

35511462333192**1658Fairly Dissatisfied
2%3%3%3%3%3%7%4%1%**1%8%3%

bbdbbdh

Neither Satisfied Nor
2019652164862335512**229216Dissatisfied
13%12%12%12%12%21%6%10%8%**15%13%12%

defhd

34434110358193281313034**3422468Fairly Satisfied
22%26%26%25%27%26%27%25%21%**22%29%25%

84839216707345492927097**8525923Very Satisfied
55%50%51%50%48%44%58%51%61%**56%35%50%

aaaaeghah

Don't Know (DO NOT READ
7115249851713412**77122OUT)
5%7%6%7%7%6%1%6%8%**5%9%7%

118127332610655387742400131**119471391NET: Satisfied
77%76%76%75%75%70%85%76%83%**79%64%76%

aagaagha

810125844644363**410109NET: Dissatisfied
5%6%6%6%6%3%8%7%2%**2%14%6%

bdbdbdbdegh
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

2112794251Very Dissatisfied
5%*%2%9%2%3%

abba

17142125658Fairly Dissatisfied
4%5%2%2%3%3%

aa

Neither Satisfied Nor
643111815201216Dissatisfied
16%12%10%16%12%12%

a

1027428721446468Fairly Satisfied
26%28%25%22%26%25%

18212760043880923Very Satisfied
46%48%52%44%51%50%

c

Don't Know (DO NOT READ
916918115122OUT)
2%6%8%8%7%7%

cc

2842018876513261391NET: Satisfied
72%76%78%65%76%76%

cb

3815481198109NET: Dissatisfied
10%6%4%11%6%6%

aa
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

102318**-51************104151Very Dissatisfied
4%3%2%**-%3%************5%3%3%

92524***58************94958Fairly Dissatisfied
4%3%3%***%3%************4%3%3%

Neither Satisfied Nor
5110065**7209************44165216Dissatisfied
21%12%9%**17%12%************22%10%12%

abaai

78223166**15453************63389468Fairly Satisfied
32%27%22%**39%25%************31%24%25%

aaaia

86432405**16907************70837923Very Satisfied
35%52%54%**40%50%************34%53%50%

ccbb

Don't Know (DO NOT READ
103677**1121************8113122OUT)

4%4%10%**4%7%************4%7%7%

bc

165655571**311360************13412261391NET: Satisfied
67%78%76%**79%76%************65%77%76%

ccbbb

194842***109************1990109NET: Dissatisfied
8%6%6%***%6%************9%6%6%

acij
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********22840142829202451Very Dissatisfied
**********4%2%3%3%4%2%3%2%3%

ac

**********14042121942282958Fairly Dissatisfied
**********3%3%3%3%3%3%4%3%3%

Neither Satisfied Nor
**********914615480107164102146216Dissatisfied
**********18%12%13%20%17%13%14%13%12%

ababcfacf

**********13317322123169342218308468Fairly Satisfied
**********27%27%27%30%26%27%30%27%25%

**********20598584154295629339567923Very Satisfied
**********43%50%49%37%46%49%46%50%50%

ceeeee

Don't Know (DO NOT READ
**********262612728652661122OUT)
**********5%5%5%7%4%5%4%5%7%

b

**********339159062784639715578751391NET: Satisfied
**********70%77%75%68%72%76%76%77%76%

cedeede

**********368822648714853109NET: Dissatisfied
**********7%6%7%6%7%6%7%5%6%

aa
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**56145**************2851Very Dissatisfied
**4%2%4%1%**************4%3%

aa

**316815**************1758Fairly Dissatisfied
**2%5%2%3%**************3%3%

bd

Neither Satisfied Nor
**24494645**************105216Dissatisfied
**18%16%12%10%**************16%12%

aa

**4577110106**************166468Fairly Satisfied
**32%26%28%24%**************26%25%

a

**54137184253**************290923Very Satisfied
**39%46%48%57%**************46%50%

dbcd

Don't Know (DO NOT READ
**8132420**************28122OUT)
**6%4%6%5%**************4%7%

**99214294359**************4561391NET: Satisfied
**71%72%76%81%**************72%76%

cd

**8222220**************45109NET: Dissatisfied
**6%7%6%4%**************7%6%
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**2794210**18**4132751Very Dissatisfied
**2%8%2%4%**5%**7%8%1%3%3%

abab

**425536**13**4511058Fairly Dissatisfied
**3%5%3%2%**3%**6%3%*%4%3%

b

Neither Satisfied Nor
**1622019644**62**11252546216Dissatisfied
**13%18%11%17%**17%**19%15%18%17%12%

a

**3411745069**97**21302880468Fairly Satisfied
**27%16%26%27%**26%**35%18%21%29%25%

bbcc

**62654869118**170**188774114923Very Satisfied
**50%49%50%46%**45%**32%52%54%42%50%

adad

Don't Know (DO NOT READ
**65411812**16***7615122OUT)
**5%4%7%5%**4%**1%4%4%5%7%

**968721319187**267**391171031941391NET: Satisfied
**77%65%76%72%**71%**67%70%75%71%76%

b

**69149516**31**819217109NET: Dissatisfied
**5%13%6%6%**8%**13%11%2%6%6%

abbb
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**422131118**99451Very Dissatisfied
**3%2%3%7%4%**5%6%5%3%

**62417614**66-58Fairly Dissatisfied
**5%2%5%4%3%**3%4%-%3%

bb

Neither Satisfied Nor
**12132652483**322411216Dissatisfied
**11%12%17%16%17%**17%16%14%12%

b

**3829612231138**463122468Fairly Satisfied
**33%27%31%20%28%**24%21%28%25%

b

**5255215877218**907337923Very Satisfied
**45%51%41%49%44%**47%49%46%50%

a

Don't Know (DO NOT READ
**35913721**775122OUT)
**3%5%3%5%4%**4%5%6%7%

**90848279107356**136104591391NET: Satisfied
**78%78%72%69%72%**72%70%74%76%

a

**1046311632**15144109NET: Dissatisfied
**8%4%8%10%6%**8%9%5%6%

bb
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**1729242024**22217**1181051Very Dissatisfied
**2%3%4%3%2%**2%5%4%**1%3%3%3%

a

**2929172829**71212**10231758Fairly Dissatisfied
**4%3%3%4%3%**6%3%3%**10%3%6%3%

b

Neither Satisfied Nor
**10113391100146**237284**169042216Dissatisfied
**13%13%16%14%13%**17%16%18%**16%13%14%12%

a

**212278154218308**47117112**32195100468Fairly Satisfied
**27%27%28%30%27%**36%27%25%**31%29%32%25%

ab

**377497242339565**46195214**40320134923Very Satisfied
**49%49%44%46%50%**35%44%47%**40%48%43%50%

ccc

Don't Know (DO NOT READ
**4046252661**72315**3248122OUT)
**5%5%5%4%5%**5%5%3%**3%4%3%7%

**590775397557873**93312325**725152341391NET: Satisfied
**76%77%72%76%77%**70%71%72%**71%77%75%76%

c

**4758414853**103430**114127109NET: Dissatisfied
**6%6%7%7%5%**7%8%7%**10%6%9%6%

a
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********19251211131551Very Dissatisfied
********2%3%3%3%4%6%4%3%

********29234512111058Fairly Dissatisfied
********4%2%8%7%4%5%3%3%

a

Neither Satisfied Nor
********96126912473162216Dissatisfied
********13%13%19%18%16%14%17%12%

********2022591528765199468Fairly Satisfied
********27%27%34%40%25%23%27%25%

abc

********3694811421142101164923Very Satisfied
********49%50%31%30%47%46%45%50%

dedede

Don't Know (DO NOT READ
********404531121418122OUT)
********5%5%6%2%4%6%5%7%

********57174029492191522641391NET: Satisfied
********76%77%64%70%73%69%72%76%

********484757232325109NET: Dissatisfied
********6%5%11%10%8%11%7%6%
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

2724**26**94232513643344151Very Dissatisfied
2%10%**2%**2%2%3%3%3%2%2%2%3%

ba

2434**30**175438564855435558Fairly Dissatisfied
2%14%**2%**4%3%4%3%3%3%3%3%3%

ba

Neither Satisfied Nor
16551**161**64209138213173214187209216Dissatisfied

10%21%**10%**16%12%13%12%12%12%13%12%12%

bab

38979**398**87447253460367451389447468Fairly Satisfied
24%33%**25%**22%26%24%26%26%26%28%26%25%

b

87548**860**200850509900707862677853923Very Satisfied
55%20%**54%**50%49%49%50%50%49%48%50%50%

ab

Don't Know (DO NOT READ
1193**109**21115651179111780117122OUT)

7%1%**7%**5%7%6%7%6%7%6%7%7%

a

1263128**1258**2871297762135910741313106713001391NET: Satisfied
79%53%**79%**72%75%74%76%75%75%76%75%76%

ab

5257**56**27967010784987897109NET: Dissatisfied
3%24%**4%**7%6%7%6%6%6%6%6%6%

ba
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

252739*12113110133**1351Very Dissatisfied
3%3%2%*%7%3%2%5%6%4%**5%3%

bcb

2533459312341171**758Fairly Dissatisfied
3%3%3%11%2%4%3%6%3%1%**3%3%

acb

Neither Satisfied Nor
115101174132841150242815**34216Dissatisfied

13%11%11%16%15%12%11%14%13%23%**14%12%

b

185282397165287334475516**58468Fairly Satisfied
21%30%25%20%28%26%25%26%25%24%**24%25%

b

47744780539791676688410729**117923Very Satisfied
54%47%51%47%43%50%51%47%48%46%**48%50%

aa

Don't Know (DO NOT READ
586410841019982131**13122OUT)

7%7%7%5%5%6%7%1%6%1%**5%7%

aa

662729120156131255100213116245**1751391NET: Satisfied
75%76%77%67%71%75%76%73%73%70%**72%76%

505984915236420203**20109NET: Dissatisfied
6%6%5%11%8%7%5%12%9%5%**8%6%

cb
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

21477456*37551Very Dissatisfied
2%1%2%3%5%4%3%3%*%2%4%4%3%

ddkdddd

3310541573210658Fairly Dissatisfied
3%2%5%2%3%1%3%4%3%1%5%5%3%

ggg

Neither Satisfied Nor
131725391392619627138216Dissatisfied
14%10%13%18%10%9%14%10%5%16%7%7%12%

ddabdghkabdabd

205142632125393841493941468Fairly Satisfied
20%30%22%30%15%25%21%21%36%29%22%34%25%

hhhbefghjlhbefhjl

5785936779591029857849351923Very Satisfied
58%50%49%32%59%60%56%55%50%50%53%42%50%

aiiiaiaiaiaiiii

Don't Know (DO NOT READ
3131531111510721410122OUT)
3%7%8%14%8%1%3%6%6%1%8%8%7%

cgcfgcdefglcfgcgcgcfgcfg

761351351301008414113798133132911391NET: Satisfied
79%80%72%62%74%85%77%76%85%79%75%76%76%

iiiabhijiiabehijiii

4514121051013451711109NET: Dissatisfied
4%3%8%6%8%5%5%7%3%3%9%9%6%

cdkcdk
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

718111551Very Dissatisfied
2%4%2%3%3%

d

169151858Fairly Dissatisfied
4%2%3%4%3%

Neither Satisfied Nor
55615149216Dissatisfied
12%14%11%11%12%

113108118128468Fairly Satisfied
25%24%25%28%25%

234205257227923Very Satisfied
51%46%54%49%50%

c

Don't Know (DO NOT READ
30432326122OUT)

7%10%5%6%7%

ab

3473133753561391NET: Satisfied
76%71%79%77%76%

cc

23272632109NET: Dissatisfied
5%6%6%7%6%
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

5111322431*29396Very Dissatisfied
10%3%9%6%4%5%11%1%5%5%5%

aaaccc

831056675*13202207Fairly Dissatisfied
14%7%9%11%10%9%5%10%9%11%11%

Neither Satisfied Nor
81639122208161410509524Dissatisfied

14%46%33%25%31%28%23%29%28%29%29%

abeeebe

28733171218172410553570Fairly Satisfied
52%22%28%35%33%30%30%34%28%31%31%

abcd

5824108150162310406422Very Satisfied
9%22%20%22%22%28%29%25%29%23%23%

eeeeaa

Don't Know (DO NOT READ
--*53**-*1919OUT)
-%-%*%1%*%*%3%-%*%1%1%

b

331556279368324821960992NET: Satisfied
61%44%48%56%55%58%60%60%57%54%54%

cd

1342188918115295303NET: Dissatisfied
24%11%18%18%14%14%15%11%14%17%16%

ad
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

665781212895**761796Very Dissatisfied
7%5%6%5%9%9%5%3%3%**3%6%8%5%

cfcfcfcf

81071821116302926**31828207Fairly Dissatisfied
9%10%8%12%8%11%17%10%16%**12%8%13%11%

dkmk

Neither Satisfied Nor
2933284344031519242**883145524Dissatisfied
33%33%31%28%30%22%28%30%26%**34%30%21%29%

aaaaah

24262849235415711447**753368570Fairly Satisfied
28%26%30%32%26%29%32%38%29%**29%32%31%31%

lm

1926223553738325342**572456422Very Satisfied
22%26%24%23%27%27%18%17%26%**22%23%26%23%

fff

Don't Know (DO NOT READ
*1118-126-**32119OUT)
*%*%1%1%-%1%1%2%-%**1%2%1%1%

44525084672788916789**13157124992NET: Satisfied
50%51%55%54%53%56%49%55%55%**50%55%58%54%

1516132602228383831**381445303NET: Dissatisfied
17%16%14%17%17%20%21%13%19%**15%14%21%16%

dfdf
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

78929673856272**11796Very Dissatisfied
4%5%7%5%5%4%11%5%1%**7%10%5%

dcdhddcd

2118633174851575416**177207Fairly Dissatisfied
14%11%8%12%12%13%15%10%10%**11%10%11%

b

Neither Satisfied Nor
3549013039419643714545**4827524Dissatisfied
23%29%30%28%27%39%14%28%29%**31%37%29%

fefhffff

47523141429251271115353**3424570Fairly Satisfied
31%31%33%30%35%25%23%29%33%**22%32%31%

begb

4238092330145201813843**395422Very Satisfied
27%23%21%23%20%18%37%26%27%**26%7%23%

aaaghahaaa

Don't Know (DO NOT READ
21721751-8-**3319OUT)
1%1%1%1%1%1%-%2%-%**2%3%1%

dh

89903233759396473029096**7329992NET: Satisfied
58%54%55%54%55%43%60%55%60%**48%39%54%

agagagabgag

282756224112319138217**2815303NET: Dissatisfied
18%16%15%17%17%18%26%16%11%**18%20%16%

de
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

161761148296Very Dissatisfied
4%6%5%14%5%5%

a

413113110197207Fairly Dissatisfied
10%12%11%10%11%11%

Neither Satisfied Nor
1218431025499524Dissatisfied

31%32%27%25%29%29%

1168835833537570Fairly Satisfied
29%34%31%33%31%31%

984127517405422Very Satisfied
25%15%24%17%23%23%

bb

Don't Know (DO NOT READ
429*1919OUT)
1%1%1%*%1%1%

21412963350941992NET: Satisfied
54%49%55%51%54%54%

564819323280303NET: Dissatisfied
14%18%17%24%16%16%
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

174336**194************167996Very Dissatisfied
7%5%5%**4%5%************8%5%5%

359874**4203************31173207Fairly Dissatisfied
14%12%10%**10%11%************15%11%11%

a

Neither Satisfied Nor
84243197**7517************77440524Dissatisfied
34%29%26%**18%29%************38%28%29%

aacij

67254249**18552************50503570Fairly Satisfied
27%30%33%**44%31%************24%32%31%

abibbb

39198186**7415************32383422Very Satisfied
16%24%25%**17%23%************15%24%23%

ccbb

Don't Know (DO NOT READ
3214**317*************1619OUT)
1%*%2%**7%1%*************%1%1%

bbabiabi

106452434**24968************81886992NET: Satisfied
43%54%57%**62%54%************40%56%54%

ccbbbb

52141110**5298************46252303NET: Dissatisfied
21%17%15%**13%17%************23%16%16%

aai
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********16370243167405996Very Dissatisfied
**********2%5%6%6%5%5%5%5%5%

**********101331344877146101122207Fairly Dissatisfied
**********20%11%11%12%12%11%14%11%11%

aa

Neither Satisfied Nor
**********13342362134194368230333524Dissatisfied
**********27%29%30%33%30%29%31%29%29%

**********19372354135192397220354570Fairly Satisfied
**********39%31%29%33%30%31%30%31%31%

cc

**********527627668149289142262422Very Satisfied
**********11%23%23%17%23%23%19%23%23%

beeebe

Don't Know (DO NOT READ
***********472341419OUT)
***********%*%1%*%*%*%*%*%1%

**********24648630204341686362617992NET: Satisfied
**********50%54%52%50%53%54%49%54%54%

cbb

**********1119620471108213140181303NET: Dissatisfied
**********22%16%17%17%17%17%19%16%16%
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**6162916**************3096Very Dissatisfied
**4%5%7%4%**************5%5%

a

**18453845**************74207Fairly Dissatisfied
**13%15%10%10%**************12%11%

ab

Neither Satisfied Nor
**5686106120**************194524Dissatisfied
**40%29%27%27%**************31%29%

abc

**3992123140**************185570Fairly Satisfied
**28%31%32%32%**************29%31%

**205788123**************148422Very Satisfied
**14%19%23%28%**************23%23%

dcd

Don't Know (DO NOT READ
***22-**************319OUT)
***%1%1%-%***************%1%

**59149211264**************333992NET: Satisfied
**42%50%55%59%**************53%54%

dcd

**24616761**************105303NET: Dissatisfied
**17%20%17%14%**************16%16%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 99  (continuation)                                                                                                                                                   Page 1705

Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**6778911**18**7661396Very Dissatisfied
**5%6%5%4%**5%**11%4%4%5%5%

ac

**1411319434**41**717842207Fairly Dissatisfied
**11%12%11%13%**11%**11%10%6%16%11%

b

Neither Satisfied Nor
**3683648871**122**16525565524Dissatisfied
**29%33%28%27%**32%**27%31%40%24%29%

a

**3952854280**109**18463489570Fairly Satisfied
**31%26%31%31%**29%**32%27%25%33%31%

**2882439864**83**9453361422Very Satisfied
**23%22%23%25%**22%**16%27%24%22%23%

Don't Know (DO NOT READ
**4118-**3**1--119OUT)
***%1%1%-%**1%**2%-%-%*%1%

**68352939144**192**289167150992NET: Satisfied
**54%48%54%56%**51%**48%55%50%55%54%

**2082028345**59**13241455303NET: Dissatisfied
**16%18%16%17%**16%**23%14%10%20%16%

bb
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**559181021**1211396Very Dissatisfied
**4%5%5%7%4%**6%8%4%5%

**21112591661**20166207Fairly Dissatisfied
**18%10%15%10%12%**11%11%8%11%

bb

Neither Satisfied Nor
**3431210845149**554423524Dissatisfied
**29%29%28%29%30%**29%29%28%29%

**3334412444148**583931570Fairly Satisfied
**28%32%32%28%30%**30%26%38%31%

**222537938111**453817422Very Satisfied
**19%23%20%25%23%**24%26%21%23%

Don't Know (DO NOT READ
***4*11**-1-19OUT)
***%*%*%1%*%**-%1%-%1%

**5559820383259**1037747992NET: Satisfied
**48%55%52%53%53%**54%52%60%54%

**26171772682**322710303NET: Dissatisfied
**23%16%20%17%17%**17%18%12%16%

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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**4555254059**32618**4361496Very Dissatisfied
**6%5%5%5%5%**2%6%4%**4%5%4%5%

**8912464101122**175247**209152207Fairly Dissatisfied
**11%12%12%14%11%**12%12%10%**20%14%17%11%

a

Neither Satisfied Nor
**244289167230331**41122135**2521087524Dissatisfied
**31%29%30%31%29%**31%28%30%**24%31%28%29%

**252309170218354**40135138**2919995570Fairly Satisfied
**32%31%31%30%31%**30%31%30%**28%30%31%31%

**144232125141262**31105113**2413363422Very Satisfied
**19%23%23%19%23%**24%24%25%**24%20%20%23%

bb

Don't Know (DO NOT READ
**41314**123***1119OUT)
***%*%*%*%*%**1%*%1%***%*%*%1%

**396542295359616**71240251**53333159992NET: Satisfied
**51%54%53%49%54%**54%54%55%**52%50%51%54%

b

**13417990140181**207865**2412765303NET: Dissatisfied
**17%18%16%19%16%**15%18%14%**24%19%21%16%
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********4852139111596Very Dissatisfied
********6%5%1%4%3%5%4%5%

********871051114373043207Fairly Dissatisfied
********12%11%25%19%12%13%12%11%

abc

Neither Satisfied Nor
********2302817148665114524Dissatisfied
********30%29%15%20%29%30%31%29%

eee

********247292162210568115570Fairly Satisfied
********33%30%35%31%35%31%31%31%

********140225917624782422Very Satisfied
********19%24%21%24%21%21%22%23%

b

Don't Know (DO NOT READ
********43111**19OUT)
*********%*%3%2%*%*%*%1%

aba

********3875172638167115197992NET: Satisfied
********51%54%56%55%56%52%53%54%

********1341571217464058303NET: Dissatisfied
********18%16%26%24%15%18%16%16%

c
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

7422**61**178943946688668896Very Dissatisfied
5%9%**4%**4%5%4%5%5%5%5%5%5%

ba

15651**136**60190117201160189156188207Fairly Dissatisfied
10%21%**9%**15%11%11%11%11%11%11%11%11%

baab

Neither Satisfied Nor
44975**429**110488295508407491404485524Dissatisfied

28%31%**27%**27%28%29%28%29%28%29%28%29%

a

50169**525**128537329559448547459540570Fairly Satisfied
31%29%**33%**32%31%32%31%31%31%33%31%31%

b

40121**414**84397243415328408315404422Very Satisfied
25%9%**26%**21%23%23%23%23%23%22%23%23%

ab

Don't Know (DO NOT READ
172**18**1178191417111719OUT)

1%1%**1%***%1%1%1%1%1%1%1%1%

90290**939**211934571974776955774944992NET: Satisfied
56%37%**59%**53%54%55%54%55%55%55%55%54%

ab

23073**197**76279159295226278222276303NET: Dissatisfied
14%30%**12%**19%16%15%16%16%16%16%16%16%

ba
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

3858795122170489**1396Very Dissatisfied
4%6%5%7%6%6%5%2%4%14%**5%5%

ab

8812017318164414419235**22207Fairly Dissatisfied
10%13%11%21%9%13%11%11%10%8%**9%11%

ac

Neither Satisfied Nor
2522724482452109363527113**72524Dissatisfied

28%29%29%29%28%32%28%29%32%21%**30%29%

273297479206997398697216**75570Fairly Satisfied
31%31%31%24%37%29%30%39%32%26%**31%31%

bbc

223199374153263326324720**60422Very Satisfied
25%21%24%18%17%19%25%18%21%32%**25%23%

aaac

Don't Know (DO NOT READ
118141331411-**119OUT)

1%1%1%1%2%1%1%1%1%-%**1%1%

4964968543510116072410212037**134992NET: Satisfied
56%52%54%42%55%47%55%57%54%57%**55%54%

bcc

126178252232865214233114**34303NET: Dissatisfied
14%19%16%28%15%19%16%13%14%22%**14%16%

bac
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

461392712118106796Very Dissatisfied
4%4%7%4%1%7%7%6%7%6%3%6%5%

hhhhhhh

7171916278191717161727207Fairly Dissatisfied
7%10%10%8%20%8%11%10%15%9%10%22%11%

bcefgijklgbcefgijkl

Neither Satisfied Nor
365251713228524530484932524Dissatisfied
37%30%27%34%24%29%29%25%26%29%28%27%29%

eh

266066784131535032505430570Fairly Satisfied
27%35%35%37%30%31%29%28%28%30%31%25%31%

aaa

223334343325435625425024422Very Satisfied
22%19%18%16%25%25%24%31%22%25%29%20%23%

aijkij

Don't Know (DO NOT READ
21631-2-22*-19OUT)
2%1%3%1%*%-%1%-%2%1%*%-%1%

abeg

4893100112745696106579210454992NET: Satisfied
49%55%53%53%55%56%53%59%50%55%59%45%54%

aaa

112432262815322825262234303NET: Dissatisfied
11%14%17%12%21%15%18%16%22%16%13%28%16%

lbilbcefgijkl
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

2318322396Very Dissatisfied
5%4%7%5%5%

44505459207Fairly Dissatisfied
10%11%11%13%11%

Neither Satisfied Nor
138131126129524Dissatisfied

30%29%27%28%29%

152150134134570Fairly Satisfied
33%34%28%29%31%

8892125117422Very Satisfied
19%21%26%25%23%

cdd

Don't Know (DO NOT READ
1034219OUT)

2%1%1%*%1%

a

241242259250992NET: Satisfied
53%54%55%54%54%

67698582303NET: Dissatisfied
15%15%18%18%16%
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

*--47*-**1111Very Dissatisfied
*%-%-%1%1%*%-%1%*%1%1%

*1-1010*-**2727Fairly Dissatisfied
1%2%-%2%2%*%-%1%*%1%1%

Neither Satisfied Nor
341744645*13171176Dissatisfied
6%11%15%9%9%9%7%7%10%10%10%

e

301646155253202612646666Fairly Satisfied
56%47%40%31%38%36%35%44%33%36%36%

abcbbb

201453279335304620924954Very Satisfied
37%40%46%56%50%54%59%47%56%52%52%

acdee

Don't Know (DO NOT READ
*--11*-**66OUT)
*%-%-%*%*%1%-%1%1%*%*%

513099434588506123215691619NET: Satisfied
93%87%85%88%88%90%93%91%88%88%88%

11-1417*-**3737NET: Dissatisfied
1%2%-%3%3%1%-%1%1%2%2%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

*--11-2-34**2--11Very Dissatisfied
*%-%-%1%-%2%-%1%2%**1%-%-%1%

klm

112234245-**5-227Fairly Dissatisfied
1%1%2%1%3%2%2%2%-%**2%-%1%1%

Neither Satisfied Nor
86615613972627**371219176Dissatisfied

10%6%6%10%9%7%4%8%17%**14%12%9%10%

gglafghjklghklg

30412956659507310255**1013671666Fairly Satisfied
34%40%32%36%44%36%40%34%34%**39%35%33%36%

k

48545579757759516776**11656122954Very Satisfied
55%53%60%51%42%54%53%55%47%**45%53%57%52%

ciceijcici

Don't Know (DO NOT READ
*--62-1--****26OUT)
*%-%-%*%1%-%1%-%-%***%*%1%*%

cfklm

7895831363116125168269131**217921931619NET: Satisfied
89%93%92%87%86%90%93%89%81%**83%88%90%88%

eceijceeecejee

1123344484**7-237NET: Dissatisfied
1%1%2%2%3%3%2%3%2%**3%-%1%2%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

-11476--4-***-11Very Dissatisfied
-%1%1%*%1%-%-%1%-%***%-%1%

*2771913513-**-427Fairly Dissatisfied
*%2%2%1%2%5%2%1%-%**-%5%1%

bdebde

Neither Satisfied Nor
1316234141631065613**164176Dissatisfied

9%10%8%10%9%10%13%11%8%**10%5%10%

57608151514270481018852**5028666Fairly Satisfied
37%36%35%36%38%44%21%36%33%**33%38%36%

ffff

82871231723366443227194**8438954Very Satisfied
54%52%54%51%51%40%64%52%59%**56%52%52%

gghggg

Don't Know (DO NOT READ
*6-612-1-**1-6OUT)
*%*%-%*%*%2%-%*%-%**1%-%*%

eh

139148038212376369242459146**135661619NET: Satisfied
91%88%89%88%88%84%85%88%92%**89%90%88%

g

*37112619518-***437NET: Dissatisfied
*%2%3%2%3%5%2%1%-%***%5%2%

bbdbdebde
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

5-62811Very Dissatisfied
1%-%1%2%*%1%

a

841322527Fairly Dissatisfied
2%1%1%2%1%1%

Neither Satisfied Nor
263311215161176Dissatisfied

7%13%10%15%9%10%

c

15810938622643666Fairly Satisfied
40%41%34%23%37%36%

aab

19811662458896954Very Satisfied
50%44%55%58%52%52%

b

Don't Know (DO NOT READ
123-66OUT)
*%1%*%-%*%*%

35622510108015391619NET: Satisfied
90%85%88%81%88%88%

b

1241943337NET: Dissatisfied
3%1%2%4%2%2%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

424**-11************4611Very Dissatisfied
2%*%1%**-%1%************2%*%1%

bai

3914**-27************32327Fairly Dissatisfied
1%1%2%**-%1%************2%1%1%

Neither Satisfied Nor
317966**2174************29145176Dissatisfied
13%9%9%**5%10%************14%9%10%

ai

103313250**11654************91563666Fairly Satisfied
42%37%33%**28%36%************45%35%36%

aacij

102432419**25929************77852954Very Satisfied
42%52%55%**63%52%************38%53%52%

ccbbbb

Don't Know (DO NOT READ
223**15*************56OUT)
1%*%*%**3%*%*************%*%*%

abiabi

204745670**361583************16814151619NET: Satisfied
84%89%89%**91%88%************82%89%88%

ccbb

81118**-37************83037NET: Dissatisfied
3%1%2%**-%2%************4%2%2%

b
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********-117271171111Very Dissatisfied
**********-%1%1%1%1%1%1%1%1%

**********22021101121122027Fairly Dissatisfied
**********4%2%2%2%2%2%2%2%1%

Neither Satisfied Nor
**********3115119507011975103176Dissatisfied
**********6%10%10%12%11%9%10%9%10%

**********21446451171265484301428666Fairly Satisfied
**********45%37%38%42%41%38%41%38%36%

a

**********21598604176291634337570954Very Satisfied
**********45%50%50%43%45%50%46%50%52%

dedede

Don't Know (DO NOT READ
***********2*232226OUT)
**********1%*%*%*%1%*%*%*%*%

f

**********431044105534755611186389981619NET: Satisfied
**********90%88%88%84%86%88%87%88%88%

**********23028121832193137NET: Dissatisfied
**********4%3%2%3%3%3%3%3%2%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**2-72**************711Very Dissatisfied
**1%-%2%*%**************1%1%

cc

***5124**************1127Fairly Dissatisfied
***%2%3%1%**************2%1%

ad

Neither Satisfied Nor
**8413930**************66176Dissatisfied
**6%14%10%7%**************10%10%

ad

**76107137160**************263666Fairly Satisfied
**55%36%35%36%**************41%36%

abc

**50144191247**************284954Very Satisfied
**36%48%49%56%**************45%52%

ddd

Don't Know (DO NOT READ
**2*-***************36OUT)
**2%*%-%*%**************1%*%

abc

**127251327408**************5471619NET: Satisfied
**91%85%85%92%**************86%88%

bcbc

**25196**************1837NET: Dissatisfied
**2%2%5%1%**************3%2%

acd
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**11292**2**2--511Very Dissatisfied
**1%2%1%1%***%**3%-%-%2%1%

bc

**21*266**5***31727Fairly Dissatisfied
**2%*%2%2%**1%***%2%1%3%1%

Neither Satisfied Nor
**1161516024**43**9161529176Dissatisfied
**9%14%9%9%**12%**15%9%11%11%10%

**48047619110**150**216565106666Fairly Satisfied
**38%42%36%42%**40%**37%39%48%39%36%

**63344910116**174**268353124954Very Satisfied
**50%40%53%45%**46%**44%50%39%46%52%

b

Don't Know (DO NOT READ
**2152**1**-*216OUT)
***%1%*%1%***%**-%*%1%*%*%

**1113911528225**324**471481182301619NET: Satisfied
**88%83%88%87%**86%**81%89%87%85%88%

**322358**7**2311237NET: Dissatisfied
**3%2%2%3%**2%**3%2%1%4%2%

b
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**49725**24-11Very Dissatisfied
**4%1%2%1%1%**1%3%-%1%

b

**5188*11*****27Fairly Dissatisfied
**5%2%2%*%2%***%*%*%1%

b

Neither Satisfied Nor
**798532248**28223176Dissatisfied
**6%9%14%14%10%**15%15%4%10%

bca

**5041115161204**825241666Fairly Satisfied
**43%38%39%39%41%**43%35%51%36%

b

**4954616969222**787035954Very Satisfied
**42%50%44%44%45%**41%47%45%52%

a

Don't Know (DO NOT READ
***2*12***1-6OUT)
***%*%*%1%*%***%1%-%*%

**98958320130426**160121761619NET: Satisfied
**85%88%83%84%87%**84%81%96%88%

ab

**102715216**25*37NET: Dissatisfied
**8%2%4%1%3%**1%3%*%2%

ab
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**897711**454**-5711Very Dissatisfied
**1%1%1%1%1%**3%1%1%**-%1%2%1%

ab

**1821111220**396**69927Fairly Dissatisfied
**2%2%2%2%2%**2%2%1%**6%1%3%1%

b

Neither Satisfied Nor
**74975775103**134552**117139176Dissatisfied
**10%10%10%10%9%**10%10%11%**10%11%12%10%

**314364236298427**63177193**49267131666Fairly Satisfied
**40%36%43%41%38%**48%40%43%**48%40%42%36%

**361518240337568**49203195**36317124954Very Satisfied
**46%51%43%46%50%**37%46%43%**36%47%40%52%

bccac

Don't Know (DO NOT READ
**22322***33***226OUT)
***%*%1%*%*%***%1%1%***%*%1%*%

**675883476636996**112380388**855832551619NET: Satisfied
**87%87%86%87%88%**84%86%86%**84%87%82%88%

a

**2630171831**81310**6141637NET: Dissatisfied
**3%3%3%2%3%**6%3%2%**6%2%5%2%

abb
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********97-472211Very Dissatisfied
********1%1%-%6%2%1%1%1%

ab

********16173288927Fairly Dissatisfied
********2%2%6%3%3%4%2%1%

Neither Satisfied Nor
********738957342235176Dissatisfied
********10%9%12%9%11%10%10%10%

********297343253212597154666Fairly Satisfied
********39%36%56%46%42%44%42%36%

ac

********358499122512789166954Very Satisfied
********47%52%26%35%42%40%45%52%

beee

Don't Know (DO NOT READ
********22-**226OUT)
*********%*%-%*%*%1%1%*%

********65584237572521863211619NET: Satisfied
********87%88%82%81%84%84%87%88%

********24243715101137NET: Dissatisfied
********3%3%6%9%5%5%3%2%

a
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

74**7**211611111191111Very Dissatisfied
*%2%***%***%1%1%1%1%1%1%1%1%

ba

1512**11**7279261627222727Fairly Dissatisfied
1%5%**1%**2%2%1%1%1%2%2%2%1%

ba

Neither Satisfied Nor
13442**121**42164106168137167140162176Dissatisfied

8%17%**8%**10%10%10%9%10%10%10%9%10%

ba

550115**544**157628398652534623539620666Fairly Satisfied
34%48%**34%**39%37%39%36%38%36%38%36%36%

b

88767**894**192882511935721908697896954Very Satisfied
55%28%**56%**48%51%49%52%51%52%49%52%52%

ab

Don't Know (DO NOT READ
6-**6***63456566OUT)
*%-%***%***%*%*%*%*%*%*%*%*%

1438182**1438**3481510909158812551531123615171619NET: Satisfied
90%76%**91%**87%88%88%88%88%88%88%88%88%

ab

2116**18**93716372737313737NET: Dissatisfied
1%7%**1%**2%2%2%2%2%2%2%2%2%

ba
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

297-429-23**411Very Dissatisfied
*%1%*%-%2%1%1%-%1%4%**2%1%

c

121526*112331-**127Fairly Dissatisfied
1%2%2%*%*%*%2%2%*%-%***%1%

Neither Satisfied Nor
8591141151841116192910**28176Dissatisfied
10%10%9%18%10%12%9%11%13%15%**12%10%

c

2923735453189137455709421**96666Fairly Satisfied
33%39%35%37%48%41%35%40%42%33%**40%36%

bcb

4894658453771156707859731**112954Very Satisfied
55%49%54%45%39%46%54%47%43%48%**46%52%

aac

Don't Know (DO NOT READ
525-1*511-**16OUT)
1%*%*%-%1%*%*%1%1%-%**1%*%

781838138968160293116215519152**2081619NET: Satisfied
88%88%89%82%87%87%88%87%85%81%**86%88%

142333*5331323**537NET: Dissatisfied
2%2%2%*%3%1%2%2%1%4%**2%2%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

---32--22-2-11Very Dissatisfied
-%-%-%1%1%-%-%1%2%-%1%-%1%

1-333324*33227Fairly Dissatisfied
1%-%2%1%2%3%1%2%*%2%2%2%1%

dk

Neither Satisfied Nor
1424143411614125171313176Dissatisfied
14%14%7%16%8%6%8%7%4%10%7%11%10%

degbdegjbdefgjd

296376724433685253666941666Fairly Satisfied
30%37%40%34%33%33%37%29%46%39%39%35%36%

eaeghil

53819410075579710855828964954Very Satisfied
55%48%50%47%55%57%53%60%48%49%50%53%52%

cdik

Don't Know (DO NOT READ
-13-*-2----*6OUT)
-%1%1%-%*%-%1%-%-%-%-%*%*%

82144170172119891641611071481581051619NET: Satisfied
84%85%90%82%88%91%90%90%94%88%90%88%88%

iiiiikli

1-355326235237NET: Dissatisfied
1%-%2%2%3%3%1%4%2%2%3%2%2%

kkkkk

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 100  (continuation)                                                                                                                                                  Page 1727

Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

-54211Very Dissatisfied
-%1%1%*%1%

dd

486827Fairly Dissatisfied
1%2%1%2%1%

Neither Satisfied Nor
52513142176Dissatisfied
11%11%7%9%10%

bb

167149173177666Fairly Satisfied
37%34%36%38%36%

228231260235954Very Satisfied
50%52%55%51%52%

Don't Know (DO NOT READ
4*2*6OUT)
1%*%*%*%*%

3963804324111619NET: Satisfied
87%86%91%89%88%

cd

413111037NET: Dissatisfied
1%3%2%2%2%

d
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

4824101417589506123215491599No Problems
88%69%87%84%88%90%89%92%89%87%87%

dddd

Amount / level of lost
14637252**18183post sent
3%10%5%7%4%3%3%3%3%5%5%

aea

Delivery consistency /
reliability (e.g.
arrives as promised

22211221-*15556consistently)
3%6%2%2%3%2%-%1%3%3%3%

Delivery time (when you
receive your mail

*-*1011****2929delivery)
*%-%*%2%2%1%3%1%*%2%2%

Items being delivered
**42141*-*2525intact/undamaged
*%*%4%*%2%1%1%-%1%1%1%

bb

Wrong mail delivered /
our mail delivered

111481*-*2223elsewhere
2%4%1%1%1%1%3%-%1%1%1%

b

Lost or late delivery of
---104*-*-2020sent mail
-%-%-%2%1%*%-%1%-%1%1%

e

*3-441***1111Collection reliability
1%8%-%1%1%1%2%2%*%1%1%

abce

Accessibility of the
sorting office / opening

-1-22----66hours
-%4%-%*%*%-%-%-%-%*%*%

abce

2--1-*--*45Time of collection
4%-%-%*%-%*%-%-%1%*%*%

abc

12-1-----44Latest collection time
2%6%-%*%-%-%-%-%-%*%*%

ababc

---1**--*22Price of postage
-%-%-%*%*%*%-%-%*%*%*%

Wrong postage /
shortfall on incoming

-----*--*11mail - having to pay
-%-%-%-%-%*%-%-%*%*%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

Problems with the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------being signed for
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%

*-1714*--*2425Other
*%-%1%1%2%1%-%-%1%1%1%

7111677806114234239NET: Any problem
12%31%13%16%12%10%11%8%11%13%13%

abce
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

8282811354122116159282137**204971851599No Problems
94%80%89%87%91%84%88%93%84%**78%93%86%87%

aceghjlclclclclacehjlcl

Amount / level of lost
210666271089**211783post sent
2%10%6%4%2%5%5%3%6%**8%1%3%5%

abfijmmafijm

Delivery consistency /
reliability (e.g.
arrives as promised

1235081017-**164456consistently)
1%2%3%3%6%7%1%2%-%**6%3%2%3%

eeglmaefgjlmeglme

Delivery time (when you
receive your mail

11126243*5**44329delivery)
1%1%1%2%1%3%2%*%3%**1%4%2%2%

fffk

Items being delivered
13*21*4362**1-425intact/undamaged
1%3%1%1%*%3%1%2%1%***%-%2%1%

ck

Wrong mail delivered /
our mail delivered

14*18*23--**9-223elsewhere
1%4%*%1%*%2%1%-%-%**3%-%1%1%

efjkmfefjkm

Lost or late delivery of
*2-182-7--**42-20sent mail
*%2%-%1%2%-%4%-%-%**2%2%-%1%

fkmaefhjkmaefhkmfkm

*2*8*-**3**-2311Collection reliability
*%2%1%1%*%-%*%*%2%**-%2%1%1%

cfjcf

Accessibility of the
sorting office / opening

--15----2**2-16hours
-%-%1%*%-%-%-%-%1%**1%-%1%*%

-1*4---2-**---5Time of collection
-%1%*%*%-%-%-%1%-%**-%-%-%*%

acgjkm

-1-3--1--**--24Latest collection time
-%1%-%*%-%-%1%-%-%**-%-%1%*%

--11*----**--12Price of postage
-%-%1%*%*%-%-%-%-%**-%-%1%*%

Wrong postage /
shortfall on incoming

--1*-----***--1mail - having to pay
-%-%1%*%-%-%-%-%-%***%-%-%*%

j
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

Problems with the Smart
---------**----Stamp online system
-%-%-%-%-%-%-%-%-%**-%-%-%-%

Recorded letters not
---------**----being signed for
-%-%-%-%-%-%-%-%-%**-%-%-%-%

---------**----Don't know / na
-%-%-%-%-%-%-%-%-%**-%-%-%-%

-3121-41*6**6-425Other
-%2%1%1%-%3%1%*%4%**2%-%2%1%

fmfmfjmfm

520102041223222125**57730239NET: Any problem
6%20%11%13%9%16%12%7%16%**22%7%14%13%

bfgijkmfmfmmfmbfgijkmfm
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

134146538912116288146458146**126681599No Problems
87%87%91%86%87%74%94%87%92%**83%92%87%

agbggbgbg

Amount / level of lost
479176625101334**7283post sent
2%5%4%5%3%9%2%6%3%**5%2%5%

adhh

Delivery consistency /
reliability (e.g.
arrives as promised

9479472781122**4156consistently)
6%3%2%3%4%7%1%2%1%**3%1%3%

aade

Delivery time (when you
receive your mail

327121711324-**3329delivery)
2%2%3%1%1%3%4%1%-%**2%4%2%

addebdehde

Items being delivered
*25619162*4-**3-25intact/undamaged
*%1%1%1%2%2%1%1%-%**2%-%1%

Wrong mail delivered /
our mail delivered

419319151-22**2*23elsewhere
2%1%1%1%2%1%-%*%1%**1%1%1%

e

Lost or late delivery of
-202188-26-**3220sent mail
-%1%1%1%1%-%4%1%-%**2%3%1%

dd

*11293--51**1111Collection reliability
*%1%1%1%*%-%-%1%1%***%2%1%

Accessibility of the
sorting office / opening

-6-622-11**--6hours
-%*%-%*%*%2%-%*%*%**-%-%*%

h

-51441---**--5Time of collection
-%*%*%*%1%1%-%-%-%**-%-%*%

-42213---**--4Latest collection time
-%*%*%*%*%2%-%-%-%**-%-%*%

bdeh

*2*211-*-**--2Price of postage
*%*%*%*%*%1%-%*%-%**-%-%*%

Wrong postage /
shortfall on incoming

-1-1-1---**--1mail - having to pay
-%*%-%*%-%1%-%-%-%**-%-%*%

h
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

Problems with the Smart
---------**---Stamp online system
-%-%-%-%-%-%-%-%-%**-%-%-%

Recorded letters not
---------**---being signed for
-%-%-%-%-%-%-%-%-%**-%-%-%

---------**---Don't know / na
-%-%-%-%-%-%-%-%-%**-%-%-%

22212464-52**8-25Other
2%1%*%2%1%4%-%1%1%**5%-%1%

behadeh

1922039200922836713**266239NET: Any problem
13%13%9%14%13%26%6%13%8%**17%8%13%

badefhadf
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

30722010428315161599No Problems
78%84%91%84%87%87%

bc

Amount / level of lost
37163028183post sent

9%6%3%2%5%5%

aa

Delivery consistency /
reliability (e.g.
arrives as promised

151524124456consistently)
4%6%2%12%3%3%

aa

Delivery time (when you
receive your mail

1031322729delivery)
3%1%1%2%2%2%

a

Items being delivered
117722325intact/undamaged

3%3%1%2%1%1%

aa

Wrong mail delivered /
our mail delivered

1516-2323elsewhere
*%2%1%-%1%1%

cc

Lost or late delivery of
1019-2020sent mail

3%*%1%-%1%1%

ab

425-1111Collection reliability
1%1%*%-%1%1%

Accessibility of the
sorting office / opening

2-4-66hours
*%-%*%-%*%*%

3*2-55Time of collection
1%*%*%-%*%*%

3-1-44Latest collection time
1%-%*%-%*%*%

a

-*2-22Price of postage
-%*%*%-%*%*%

Wrong postage /
shortfall on incoming

--1-11mail - having to pay
-%-%*%-%*%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

Problems with the Smart
------Stamp online system
-%-%-%-%-%-%

Recorded letters not
------being signed for
-%-%-%-%-%-%

------Don't know / na
-%-%-%-%-%-%

911442125Other
2%1%1%4%1%1%

894310316224239NET: Any problem
22%16%9%16%13%13%

aa
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

181720699**231576************15814191599No Problems
74%86%92%**58%88%************77%89%87%

cbcbcjcjbcj

Amount / level of lost
363513**1271************244783post sent
15%4%2%**30%4%************12%3%5%

abaabiabiai

Delivery consistency /
reliability (e.g.
arrives as promised

83018***55************84856consistently)
3%4%2%**1%3%************4%3%3%

Delivery time (when you
receive your mail

71210***29************72229delivery)
3%1%1%**1%2%************3%1%2%

ai

Items being delivered
889**124************71725intact/undamaged
3%1%1%**3%1%************3%1%1%

abai

Wrong mail delivered /
our mail delivered

2165**-23************22123elsewhere
1%2%1%**-%1%************1%1%1%

Lost or late delivery of
668**317************31420sent mail
2%1%1%**9%1%************1%1%1%

babi

174***11************11011Collection reliability
*%1%*%**1%1%*************%1%1%

Accessibility of the
sorting office / opening

-51**-6************-66hours
-%1%*%**-%*%************-%*%*%

*22**-5*************45Time of collection
*%*%*%**-%*%*************%*%*%

22-**-4************224Latest collection time
1%*%-%**-%*%************1%*%*%

aai

*2-**-2*************22Price of postage
*%*%-%**-%*%*************%*%*%

Wrong postage /
shortfall on incoming

-1-**-1************-11mail - having to pay
-%*%-%**-%*%************-%*%*%

Problems with the Smart
---**--************---Stamp online system
-%-%-%**-%-%************-%-%-%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

Recorded letters not
---**--************---being signed for
-%-%-%**-%-%************-%-%-%

---**--************---Don't know / na
-%-%-%**-%-%************-%-%-%

4156**223************22025Other
2%2%1%**5%1%************1%1%1%

aiai

6411858**17223************47176239NET: Any problem
26%14%8%**42%12%************23%11%13%

abaabiabiai
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********431035102333952111006029861599No Problems
**********90%87%85%82%81%86%82%87%87%

dbdebde

Amount / level of lost
**********25263235760504983post sent
**********3%4%5%6%9%5%7%4%5%

acefac

Delivery consistency /
reliability (e.g.
arrives as promised

***********4048202642303956consistently)
***********%3%4%5%4%3%4%3%3%

b

Delivery time (when you
receive your mail

***********222371322181729delivery)
***********%2%2%2%2%2%3%1%2%

Items being delivered
**********2181741221162125intact/undamaged
**********5%1%1%1%2%2%2%2%1%

a

Wrong mail delivered /
our mail delivered

**********-17177717111723elsewhere
**********-%1%1%2%1%1%1%2%1%

Lost or late delivery of
**********-6165786820sent mail
**********-%*%1%1%1%1%1%1%1%

***********8103397811Collection reliability
***********%1%1%1%*%1%1%1%1%

Accessibility of the
sorting office / opening

**********-43524446hours
**********-%*%*%1%*%*%1%*%*%

acf

**********-35223235Time of collection
**********-%*%*%1%*%*%*%*%*%

**********-42-34444Latest collection time
**********-%*%*%-%1%*%1%*%*%

**********-2**122*2Price of postage
**********-%*%*%*%*%*%*%*%*%

Wrong postage /
shortfall on incoming

**********-1---11*1mail - having to pay
**********-%*%-%-%-%*%*%*%*%

Problems with the Smart
**********---------Stamp online system
**********-%-%-%-%-%-%-%-%-%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

Recorded letters not
**********---------being signed for
**********-%-%-%-%-%-%-%-%-%

**********---------Don't know / na
**********-%-%-%-%-%-%-%-%-%

**********1161691518161525Other
**********1%1%1%2%2%1%2%1%1%

**********515617972125172132148239NET: Any problem
**********10%13%15%18%19%14%18%13%13%

acacfac
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**108243334410**************5141599No Problems
**78%82%87%92%**************81%87%

dbcd

Amount / level of lost
**12182010**************5283post sent
**9%6%5%2%**************8%5%

aaa

Delivery consistency /
reliability (e.g.
arrives as promised

**419136**************2656consistently)
**3%6%3%1%**************4%3%

ad

Delivery time (when you
receive your mail

**3766**************1329delivery)
**3%2%2%1%**************2%2%

Items being delivered
***6105**************1025intact/undamaged
***%2%3%1%**************2%1%

d

Wrong mail delivered /
our mail delivered

**4553**************723elsewhere
**3%2%1%1%**************1%1%

a

Lost or late delivery of
***422**************720sent mail
***%1%1%*%**************1%1%

**24*2**************311Collection reliability
**1%1%*%*%**************1%1%

b

Accessibility of the
sorting office / opening

**-221**************26hours
**-%1%*%*%***************%*%

**1-2***************25Time of collection
***%-%1%*%***************%*%

**3-1-**************34Latest collection time
**2%-%*%-%**************1%*%

abc

***-11**************12Price of postage
***%-%*%*%***************%*%

Wrong postage /
shortfall on incoming

**--1-**************-1mail - having to pay
**-%-%*%-%**************-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

Problems with the Smart
**----**************--Stamp online system
**-%-%-%-%**************-%-%

Recorded letters not
**----**************--being signed for
**-%-%-%-%**************-%-%

**----**************--Don't know / na
**-%-%-%-%**************-%-%

**5346**************1525Other
**4%1%1%1%**************2%1%

bc

**31555234**************120239NET: Any problem
**22%18%13%8%**************19%13%

abaa
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**1094811519224**287**331361182281599No Problems
**87%73%88%86%**77%**57%81%87%84%87%

baddd

Amount / level of lost
**6087513**44**141681683post sent
**5%8%4%5%**12%**24%10%6%6%5%

cabc

Delivery consistency /
reliability (e.g.
arrives as promised

**4145213**14**3741256consistently)
**3%3%3%5%**4%**5%4%3%5%3%

Delivery time (when you
receive your mail

**208213**10**33-829delivery)
**2%8%1%1%**3%**5%2%-%3%2%

ab

Items being delivered
**21620-**11**54-225intact/undamaged
**2%5%1%-%**3%**8%3%-%1%1%

acab

Wrong mail delivered /
our mail delivered

**17-235**3**-22423elsewhere
**1%-%1%2%**1%**-%1%1%1%1%

Lost or late delivery of
**8-201**6**-2-120sent mail
**1%-%1%1%**2%**-%1%-%*%1%

**9110-**3***3*-11Collection reliability
**1%1%1%-%**1%**1%2%*%-%1%

a

Accessibility of the
sorting office / opening

**4-6-**2**--2-6hours
***%-%*%-%***%**-%-%1%-%*%

**3-5***2**--2*5Time of collection
***%-%*%*%***%**-%-%1%*%*%

**4-43**-**---34Latest collection time
***%-%*%1%**-%**-%-%-%1%*%

a

**2-2-**1***--12Price of postage
***%-%*%-%***%***%-%-%*%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

Wrong postage /
shortfall on incoming

**1-1-**-**----1mail - having to pay
***%-%*%-%**-%**-%-%-%-%*%

Problems with the Smart
**----**-**-----Stamp online system
**-%-%-%-%**-%**-%-%-%-%-%

Recorded letters not
**----**-**-----being signed for
**-%-%-%-%**-%**-%-%-%-%-%

**----**-**-----Don't know / na
**-%-%-%-%**-%**-%-%-%-%-%

**184219**6**151825Other
**1%3%1%3%**2%**2%3%*%3%1%

**1692921036**88**25311744239NET: Any problem
**13%27%12%14%**23%**43%19%13%16%13%

acabc
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**91947316121400**142117571599No Problems
**79%87%81%78%81%**75%78%71%87%

ac

Amount / level of lost
**1142301443**20131383post sent
**9%4%8%9%9%**10%9%16%5%

bb

Delivery consistency /
reliability (e.g.
arrives as promised

**93916423**61856consistently)
**8%4%4%2%5%**3%1%9%3%

bb

Delivery time (when you
receive your mail

**617849**114329delivery)
**5%2%2%3%2%**6%3%4%2%

b

Items being delivered
**3211466**76225intact/undamaged
**2%2%4%4%1%**4%4%3%1%

a

Wrong mail delivered /
our mail delivered

***17516**11-23elsewhere
***%2%1%1%1%**1%1%-%1%

Lost or late delivery of
***8425**22120sent mail
***%1%1%1%1%**1%1%2%1%

**-8221**42111Collection reliability
**-%1%1%1%*%**2%2%1%1%

a

Accessibility of the
sorting office / opening

**244-2**---6hours
**2%*%1%-%*%**-%-%-%*%

b

**-12-2**-2-5Time of collection
**-%*%1%-%*%**-%1%-%*%

**-4112**11-4Latest collection time
**-%*%*%1%*%**1%1%-%*%

**--*-1***-*2Price of postage
**-%-%*%-%*%***%-%*%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

Wrong postage /
shortfall on incoming

**--*--**---1mail - having to pay
**-%-%*%-%-%**-%-%-%*%

Problems with the Smart
**-----**----Stamp online system
**-%-%-%-%-%**-%-%-%-%

Recorded letters not
**-----**----being signed for
**-%-%-%-%-%**-%-%-%-%

**-----**----Don't know / na
**-%-%-%-%-%**-%-%-%-%

**31311412**34*25Other
**3%1%3%2%2%**2%2%*%1%

b

**25138723492**483223239NET: Any problem
**21%13%19%22%19%**25%22%29%13%

bb
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**679882445601984**94361361**755592461599No Problems
**87%87%80%82%87%**71%82%80%**74%83%79%87%

bcccc

Amount / level of lost
**3345504849**173941**13412983post sent
**4%4%9%7%4%**13%9%9%**13%6%9%5%

aab

Delivery consistency /
reliability (e.g.
arrives as promised

**2334243039**91619**4301256consistently)
**3%3%4%4%3%**7%4%4%**4%5%4%3%

Delivery time (when you
receive your mail

**1614111817**689**10121229delivery)
**2%1%2%3%1%**5%2%2%**10%2%4%2%

bab

Items being delivered
**161881621**3910**315925intact/undamaged
**2%2%2%2%2%**2%2%2%**3%2%3%1%

Wrong mail delivered /
our mail delivered

**101571117**276**211623elsewhere
**1%2%1%1%2%**1%2%1%**2%2%2%1%

Lost or late delivery of
**44768**156***6120sent mail
***%*%1%1%1%**1%1%1%***%1%*%1%

**66378**133***7*11Collection reliability
**1%1%1%1%1%**1%1%1%***%1%*%1%

Accessibility of the
sorting office / opening

**24244**--2**2426hours
***%*%*%1%*%**-%-%*%**2%1%1%*%

**21223**222**-125Time of collection
***%*%*%*%*%**1%*%*%**-%*%1%*%

**-4344**131**-414Latest collection time
**-%*%1%1%*%**1%1%*%**-%1%*%*%

**1112***--1**-112Price of postage
***%*%*%*%*%**-%-%*%**-%*%*%*%

Wrong postage /
shortfall on incoming

**-*-1***---**--11mail - having to pay
**-%*%-%*%*%**-%-%-%**-%-%*%*%

Problems with the Smart
**-----**---**----Stamp online system
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

Recorded letters not
**-----**---**----being signed for
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**-----**---**----Don't know / na
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**813131615**698**4151125Other
**1%1%2%2%1%**5%2%2%**4%2%3%1%

**99130109130148**398093**2711265239NET: Any problem
**13%13%20%18%13%**29%18%20%**26%17%21%13%

aaabb
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********66083330472381833021599No Problems
********88%87%67%67%79%83%82%87%

dedede

Amount / level of lost
********3240111834153183post sent
********4%4%23%26%11%7%8%5%

abcabc

Delivery consistency /
reliability (e.g.
arrives as promised

********23354317111756consistently)
********3%4%9%5%6%5%5%3%

Delivery time (when you
receive your mail

********161333118729delivery)
********2%1%6%4%4%3%2%2%

a

Items being delivered
********15172233725intact/undamaged
********2%2%5%3%1%1%2%1%

c

Wrong mail delivered /
our mail delivered

********1214**33623elsewhere
********2%1%1%1%1%1%2%1%

Lost or late delivery of
********44-131320sent mail
*********%*%-%2%1%1%1%1%

********661-*1211Collection reliability
********1%1%1%-%*%*%1%1%

Accessibility of the
sorting office / opening

********24--2226hours
*********%*%-%-%1%1%1%*%

*********1--*225Time of collection
*********%*%-%-%*%1%1%*%

********-4--1-34Latest collection time
********-%*%-%-%*%-%1%*%

********11--*--2Price of postage
*********%*%-%-%*%-%-%*%

Wrong postage /
shortfall on incoming

********-------1mail - having to pay
********-%-%-%-%-%-%-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

Problems with the Smart
********--------Stamp online system
********-%-%-%-%-%-%-%-%

Recorded letters not
********--------being signed for
********-%-%-%-%-%-%-%-%

********--------Don't know / na
********-%-%-%-%-%-%-%-%

********815-185625Other
********1%2%-%1%3%2%2%1%

********941251523633867239NET: Any problem
********12%13%33%33%21%17%18%13%

abcabc
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

1599-**1441**3241485872156112291511121114951599No Problems
100%-%**91%**81%86%84%87%86%87%86%87%87%

abc

Amount / level of lost
-83**52**308259827383768383post sent
-%35%**3%**7%5%6%5%5%5%5%5%5%

bab

Delivery consistency /
reliability (e.g.
arrives as promised

-56**31**185637544355475256consistently)
-%23%**2%**5%3%4%3%3%3%3%3%3%

ba

Delivery time (when you
receive your mail

-29**12**112717292227232729delivery)
-%12%**1%**3%2%2%2%2%2%2%2%2%

ba

Items being delivered
-25**17**92318251923192325intact/undamaged
-%11%**1%**2%1%2%1%1%1%1%1%1%

ba

Wrong mail delivered /
our mail delivered

-23**14**62318232123202323elsewhere
-%9%**1%**2%1%2%1%2%1%1%1%1%

ba

Lost or late delivery of
-20**8**416919121681620sent mail
-%8%**1%**1%1%1%1%1%1%1%1%1%

ba

-11**5***1171171191111Collection reliability
-%5%***%***%1%1%1%*%1%1%1%1%

b

Accessibility of the
sorting office / opening

-6**4**464626666hours
-%2%***%**1%*%*%*%*%*%*%*%*%

b

-5**4***52555555Time of collection
-%2%***%***%*%*%*%*%*%*%*%*%

b

-4**3**-43444444Latest collection time
-%2%***%**-%*%*%*%*%*%*%*%*%

b

-2**-**121212222Price of postage
-%1%**-%***%*%*%*%*%*%*%*%*%

ba
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

Wrong postage /
shortfall on incoming

-1**-**-1*1*1111mail - having to pay
-%*%**-%**-%*%*%*%*%*%*%*%*%

b

Problems with the Smart
--**-**---------Stamp online system
-%-%**-%**-%-%-%-%-%-%-%-%-%

Recorded letters not
--**-**---------being signed for
-%-%**-%**-%-%-%-%-%-%-%-%-%

--**-**---------Don't know / na
-%-%**-%**-%-%-%-%-%-%-%-%-%

-25**9**82422252022202225Other
-%10%**1%**2%1%2%1%1%1%1%1%1%

ba

-239**142**75233162235195231200227239NET: Any problem
-%100%**9%**19%14%16%13%14%13%14%13%13%

bab
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

773827140259135285117413317545**1861599No Problems
87%87%89%71%73%84%89%75%78%70%**77%87%

abaac

Amount / level of lost
38454711242042211910**2383post sent

4%5%3%14%13%6%3%12%8%15%**9%5%

ccbbc

Delivery consistency /
reliability (e.g.
arrives as promised

322447*914376112**1256consistently)
4%2%3%*%5%4%3%3%5%3%**5%3%

Delivery time (when you
receive your mail

10192234419666**729delivery)
1%2%1%3%2%1%1%3%3%9%**3%2%

b

Items being delivered
11141754712753**725intact/undamaged

1%1%1%6%2%2%1%4%2%5%**3%1%

cb

Wrong mail delivered /
our mail delivered

1013182331731-**123elsewhere
1%1%1%2%1%1%1%2%1%-%**1%1%

Lost or late delivery of
101016*46763-**220sent mail

1%1%1%*%2%2%1%3%2%-%**1%1%

bb

388-347*4***411Collection reliability
*%1%1%-%2%1%1%*%2%*%**2%1%

Accessibility of the
sorting office / opening

243-215---**-6hours
*%*%*%-%1%*%*%-%-%-%**-%*%

c

234-*-4*2-**25Time of collection
*%*%*%-%*%-%*%*%1%-%**1%*%

134---4-1-**14Latest collection time
*%*%*%-%-%-%*%-%1%-%**1%*%

112-*11**-***2Price of postage
*%*%*%-%*%*%*%*%*%-%***%*%

Wrong postage /
shortfall on incoming

-11--1----**-1mail - having to pay
-%*%*%-%-%*%-%-%-%-%**-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

Problems with the Smart
----------**--Stamp online system
-%-%-%-%-%-%-%-%-%-%**-%-%

Recorded letters not
----------**--being signed for
-%-%-%-%-%-%-%-%-%-%**-%-%

----------**--Don't know / na
-%-%-%-%-%-%-%-%-%-%**-%-%

1014173581345***525Other
1%1%1%4%3%2%1%2%2%*%**2%1%

c

112127166244952141454819**56239NET: Any problem
13%13%11%29%27%16%11%25%22%30%**23%13%

ccbbc
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

821491651961218315814999149149991599No Problems
85%88%87%93%90%84%87%83%87%89%85%83%87%

abegl

Amount / level of lost
41056951065814183post sent
4%6%3%3%6%5%5%3%5%5%8%*%5%

aaaaaaaaj

Delivery consistency /
reliability (e.g.
arrives as promised

135423915711556consistently)
1%2%3%2%1%3%5%9%6%*%1%4%3%

bcbcghijklbchklc

Delivery time (when you
receive your mail

--6132-6214429delivery)
-%-%3%*%2%2%-%3%2%*%3%3%2%

cfklcfklfkcfkl

Items being delivered
1228-**4*13325intact/undamaged
1%1%1%4%-%*%*%2%*%*%2%3%1%

cdfghg

Wrong mail delivered /
our mail delivered

432-142521*-23elsewhere
4%2%1%-%*%4%1%3%2%*%*%-%1%

abchiabcia

Lost or late delivery of
--33-3---4-820sent mail
-%-%1%1%-%3%-%-%-%3%-%7%1%

bdefkbdefkbdefhijkl

312--**-22-*11Collection reliability
3%1%1%-%-%*%*%-%2%1%-%*%1%

abe

Accessibility of the
sorting office / opening

1---21----2-6hours
1%-%-%-%1%1%-%-%-%-%1%-%*%

---*----21-25Time of collection
-%-%-%*%-%-%-%-%2%*%-%2%*%

--1------12-4Latest collection time
-%-%1%-%-%-%-%-%-%*%1%-%*%

-1--1---*---2Price of postage
-%1%-%-%*%-%-%-%*%-%-%-%*%

Wrong postage /
shortfall on incoming

----1-------1mail - having to pay
-%-%-%-%1%-%-%-%-%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

312-3-34151225Other
3%1%1%-%2%-%2%2%1%3%*%2%1%

gig

152024151415243015192721239NET: Any problem
15%12%13%7%10%16%13%17%13%11%15%17%13%

iiiii
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

3964004063971599No Problems
87%90%85%86%87%

b

Amount / level of lost
1920212383post sent

4%4%4%5%5%

Delivery consistency /
reliability (e.g.
arrives as promised

9932656consistently)
2%2%7%1%3%

acd

Delivery time (when you
receive your mail

658929delivery)
1%1%2%2%2%

Items being delivered
585725intact/undamaged
1%2%1%1%1%

Wrong mail delivered /
our mail delivered

859123elsewhere
2%1%2%*%1%

aa

Lost or late delivery of
35-1320sent mail
1%1%-%3%1%

bbd

6*3211Collection reliability
1%*%1%*%1%

c

Accessibility of the
sorting office / opening

13-26hours
*%1%-%*%*%

-*235Time of collection
-%*%*%1%*%

1--34Latest collection time
*%-%-%1%*%

11*-2Price of postage
*%*%*%-%*%

Wrong postage /
shortfall on incoming

-1--1mail - having to pay
-%*%-%-%*%

Problems with the Smart
-----Stamp online system
-%-%-%-%-%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

Recorded letters not
-----being signed for
-%-%-%-%-%

-----Don't know / na
-%-%-%-%-%

738725Other
1%1%2%2%1%

59456966239NET: Any problem
13%10%15%14%13%

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 using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
149166064475933173220Unweighted total

7111677806114234239Weighted total

******28********1617Very Dissatisfied
******2%9%********7%7%

******715********2727Fairly Dissatisfied
******9%18%********12%11%

Neither Satisfied Nor
******1112********3535Dissatisfied
******14%15%********15%15%

e

******94********2525Fairly Satisfied
******11%5%********11%11%

******126********2323Very Satisfied
******15%8%********10%10%

Have not Contacted / Not
Applicable (DO NOT READ

******3235********100103OUT)
******41%44%********43%43%

Don't Know (DO NOT READ
******61********88OUT)
******8%1%********3%3%

******2010********4849NET: Satisfied
******26%13%********20%20%

******822********4344NET: Dissatisfied
******11%28%********18%18%

b
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*dc*b*aSignificance Level: 95%
1639231421014161618440519220Unweighted total

520102041223222125757730239Weighted total

******14******************17Very Dissatisfied
******7%******************7%

******24******************27Fairly Dissatisfied
******12%******************11%

Neither Satisfied Nor
******32******************35Dissatisfied
******16%******************15%

******20******************25Fairly Satisfied
******10%******************11%

******18******************23Very Satisfied
******9%******************10%

cj

Have not Contacted / Not
Applicable (DO NOT READ

******87******************103OUT)
******43%******************43%

Don't Know (DO NOT READ
******7******************8OUT)
******4%******************3%

******39******************49NET: Satisfied
******19%******************20%

******39******************44NET: Dissatisfied
******19%******************18%
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
19201521687621561137289220Unweighted total
19220392009228367135266239Weighted total

**162148****5********17Very Dissatisfied
**7%6%7%9%****8%********7%

**275235****12********27Fairly Dissatisfied
**12%12%11%5%****19%********11%

h

Neither Satisfied Nor
**3243118****13********35Dissatisfied
**14%10%16%20%****20%********15%

**243226****8********25Fairly Satisfied
**11%8%11%7%****11%********11%

**237168****7********23Very Satisfied
**10%18%8%8%****10%********10%

a

Have not Contacted / Not
Applicable (DO NOT READ

**92168845****17********103OUT)
**42%41%44%49%****26%********43%

e

Don't Know (DO NOT READ
**6262****4********8OUT)
**3%5%3%2%****6%********3%

**47103914****14********49NET: Satisfied
**21%26%19%15%****21%********20%

**4373713****17********44NET: Dissatisfied
**20%18%18%14%****26%********18%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 102  (continuation)                                                                                                                                                  Page 1761

Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
8638928212220Unweighted total
894310316224239Weighted total

10**6**1517Very Dissatisfied
11%**6%**7%7%

15**6**2627Fairly Dissatisfied
16%**6%**12%11%

a

Neither Satisfied Nor
14**13**2935Dissatisfied
16%**13%**13%15%

12**10**2525Fairly Satisfied
14%**10%**11%11%

10**12**2323Very Satisfied
11%**12%**10%10%

Have not Contacted / Not
Applicable (DO NOT READ

28**50**97103OUT)
31%**49%**44%43%

cc

Don't Know (DO NOT READ
-**5**88OUT)
-%**5%**4%3%

cc

23**22**4949NET: Satisfied
25%**22%**22%20%

b

25**12**4144NET: Dissatisfied
28%**12%**18%18%

a
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
7110742418202--22-1453149220Unweighted total
6411858317223--2*-1447176239Weighted total

64******14************31117Very Dissatisfied
9%3%******6%************6%6%7%

b

109******25************81727Fairly Dissatisfied
16%7%******11%************17%10%11%

Neither Satisfied Nor
1715******32************131835Dissatisfied
26%13%******14%************29%11%15%

abai

1113******22************81425Fairly Satisfied
18%11%******10%************18%8%11%

a

810******20************41623Very Satisfied
12%9%******9%************9%9%10%

Have not Contacted / Not
Applicable (DO NOT READ

1263******102************1091103OUT)
19%53%******46%************22%52%43%

ccbb

Don't Know (DO NOT READ
-5******8************-88OUT)
-%4%******4%************-%5%3%

c

1923******42************122949NET: Satisfied
30%20%******19%************26%17%20%

a

1612******39************112844NET: Dissatisfied
25%10%******18%************23%16%18%

bb
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13144914516475119167134140220Unweighted total
23*33515617972125172132148239Weighted total

************13113111381117Very Dissatisfied
************8%6%4%9%8%6%7%7%

************182591718151627Fairly Dissatisfied
************12%14%13%14%11%11%11%11%

Neither Satisfied Nor
************2926102629202335Dissatisfied
************18%15%14%21%17%15%15%15%

************1417121719171825Fairly Satisfied
************9%10%17%13%11%13%12%11%

************142061117161523Very Satisfied
************9%11%8%9%10%12%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

************64752940725461103OUT)
************41%42%41%32%42%41%41%43%

Don't Know (DO NOT READ
************45234248OUT)
************3%3%3%3%2%2%3%3%

************2837192835333349NET: Satisfied
************18%21%26%22%20%25%22%20%

************3136122831232744NET: Dissatisfied
************20%20%17%22%18%17%18%18%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 102  (continuation)                                                                                                                                                  Page 1764

Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-404945333-12-12113220Unweighted total
-315552342-1*-12120239Weighted total

************************1117Very Dissatisfied
************************9%7%

bcd

************************1527Fairly Dissatisfied
************************12%11%

Neither Satisfied Nor
************************2435Dissatisfied
************************20%15%

************************1725Fairly Satisfied
************************14%11%

abc

************************1123Very Satisfied
************************9%10%

d

Have not Contacted / Not
Applicable (DO NOT READ

************************39103OUT)
************************32%43%

Don't Know (DO NOT READ
************************38OUT)
************************3%3%

************************2849NET: Satisfied
************************23%20%

a

************************2644NET: Dissatisfied
************************21%18%

bd
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
31642919133482526291841220Unweighted total
31692921036288825311744239Weighted total

**13**16****8**********17Very Dissatisfied
**8%**8%****9%**********7%

**18**23****12**********27Fairly Dissatisfied
**11%**11%****14%**********11%

Neither Satisfied Nor
**28**26****23**********35Dissatisfied
**16%**13%****26%**********15%

c

**19**23****5**********25Fairly Satisfied
**11%**11%****6%**********11%

a

**17**21****9**********23Very Satisfied
**10%**10%****11%**********10%

Have not Contacted / Not
Applicable (DO NOT READ

**71**92****29**********103OUT)
**42%**44%****33%**********43%

Don't Know (DO NOT READ
**4**8****1**********8OUT)
**2%**4%****1%**********3%

**35**44****14**********49NET: Satisfied
**21%**21%****16%**********20%

a

**31**40****20**********44NET: Dissatisfied
**19%**19%****23%**********18%
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*ba*b*aSignificance Level: 95%
-241286229902432919220Unweighted total
-25138723492*483223239Weighted total

****106**8********17Very Dissatisfied
****8%8%**9%********7%

****1410**11********27Fairly Dissatisfied
****10%14%**12%********11%

Neither Satisfied Nor
****2013**13********35Dissatisfied
****15%17%**15%********15%

****1810**15********25Fairly Satisfied
****13%14%**16%********11%

****1512**6********23Very Satisfied
****11%17%**7%********10%

Have not Contacted / Not
Applicable (DO NOT READ

****5520**34********103OUT)
****40%27%**38%********43%

Don't Know (DO NOT READ
****42**3********8OUT)
****3%3%**4%********3%

****3322**21********49NET: Satisfied
****24%30%**23%********20%

****2416**20********44NET: Dissatisfied
****18%22%**21%********18%
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
8106125105133140-387592-2911762220Unweighted total
899130109130148-398093-2711265239Weighted total

**6810611****59****4517Very Dissatisfied
**6%6%9%5%7%****6%9%****3%8%7%

**714151516****913****14427Fairly Dissatisfied
**8%11%13%11%11%****12%14%****12%6%11%

Neither Satisfied Nor
**1924202023****1820****161135Dissatisfied
**19%18%19%15%15%****22%21%****15%17%15%

**1214151718****1114****17925Fairly Satisfied
**12%11%13%13%12%****14%15%****15%14%11%

**615111615****98****14923Very Satisfied
**6%11%10%12%10%****11%8%****13%14%10%

Have not Contacted / Not
Applicable (DO NOT READ

**4753355461****2528****4725103OUT)
**47%41%32%42%41%****32%30%****42%39%43%

Don't Know (DO NOT READ
**22324****32*****28OUT)
**2%2%3%2%3%****4%2%*****%3%3%

**1829263333****2022****311849NET: Satisfied
**18%22%24%25%22%****24%23%****28%28%20%

**1422252127****1422****17944NET: Dissatisfied
**14%17%23%16%18%****18%24%****16%14%18%
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-7761011181620674062220Unweighted total
-1266941251523633867239Weighted total

********89****10**517Very Dissatisfied
********9%8%****16%**7%7%

********811****11**627Fairly Dissatisfied
********8%8%****17%**9%11%

Neither Satisfied Nor
********1321****10**1335Dissatisfied
********14%17%****15%**20%15%

********1313****7**825Fairly Satisfied
********14%10%****11%**12%11%

********815****6**1023Very Satisfied
********8%12%****9%**16%10%

Have not Contacted / Not
Applicable (DO NOT READ

********4354****18**21103OUT)
********45%43%****28%**31%43%

Don't Know (DO NOT READ
********22****2**38OUT)
********2%2%****3%**5%3%

********2027****13**1949NET: Satisfied
********22%22%****20%**28%20%

********1620****21**1144NET: Dissatisfied
********17%16%****34%**16%18%

a
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*ba*ba*dcbaedcbaSignificance Level: 95%
-22025136173212152217189213187211220Unweighted total
-23933142*75233162235195231200227239Weighted total

**17**5**51714171517171717Very Dissatisfied
**7%**4%**7%7%9%7%8%7%8%7%7%

**27**15**112719272127232727Fairly Dissatisfied
**11%**10%**14%12%12%12%11%12%12%12%11%

Neither Satisfied Nor
**35**18**153523322835303535Dissatisfied
**15%**13%**20%15%14%13%14%15%15%15%15%

**25**16**102519252125232525Fairly Satisfied
**11%**12%**14%11%12%11%11%11%11%11%11%

**23**18**62118231821192123Very Satisfied
**10%**13%**8%9%11%10%9%9%9%9%10%

Have not Contacted / Not
Applicable (DO NOT READ

**103**64**26996310387988494103OUT)
**43%**45%**34%43%39%44%45%42%42%41%43%

Don't Know (DO NOT READ
**8**5**286848588OUT)
**3%**4%**3%3%4%3%2%3%2%4%3%

**49**35**164637493946414649NET: Satisfied
**20%**24%**22%20%23%21%20%20%21%20%20%

**44**20**164433443644404444NET: Dissatisfied
**18%**14%**21%19%20%19%19%19%20%19%18%
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
98122154204443133433922549220Unweighted total

112127166244952141454819656239Weighted total

5115******10**********17Very Dissatisfied
5%9%3%******7%**********7%

c

121515******14**********27Fairly Dissatisfied
11%12%9%******10%**********11%

Neither Satisfied Nor
181715******18**********35Dissatisfied
16%13%9%******13%**********15%

c

71819******17**********25Fairly Satisfied
7%14%11%******12%**********11%

a

121219******16**********23Very Satisfied
10%9%11%******11%**********10%

cc

Have not Contacted / Not
Applicable (DO NOT READ

525285******63**********103OUT)
46%41%51%******45%**********43%

aaa

Don't Know (DO NOT READ
538******3**********8OUT)
5%2%5%******2%**********3%

193038******33**********49NET: Satisfied
17%23%23%******23%**********20%

cc

182620******24**********44NET: Dissatisfied
16%21%12%******17%**********18%

c
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
151721131423182118152421220Unweighted total
152024151415243015192721239Weighted total

************************17Very Dissatisfied
************************7%

************************27Fairly Dissatisfied
************************11%

Neither Satisfied Nor
************************35Dissatisfied
************************15%

************************25Fairly Satisfied
************************11%

************************23Very Satisfied
************************10%

Have not Contacted / Not
Applicable (DO NOT READ

************************103OUT)
************************43%

Don't Know (DO NOT READ
************************8OUT)
************************3%

************************49NET: Satisfied
************************20%

************************44NET: Dissatisfied
************************18%
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
53505760220Unweighted total
59456966239Weighted total

***4317Very Dissatisfied
1%**6%4%7%

abd

5**7827Fairly Dissatisfied
8%**11%12%11%

Neither Satisfied Nor
12**9635Dissatisfied
19%**13%10%15%

8**8725Fairly Satisfied
13%**11%11%11%

6**71023Very Satisfied
10%**10%14%10%

c

Have not Contacted / Not
Applicable (DO NOT READ

28**2832103OUT)
47%**40%48%43%

Don't Know (DO NOT READ
1**6*8OUT)
2%**9%*%3%

a

13**151749NET: Satisfied
23%**22%26%20%

ccc

5**111144NET: Dissatisfied
9%**16%16%18%

abd
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
149166064475933173220Unweighted total

7111677806114234239Weighted total

******-2********44Very Dissatisfied
******-%3%********2%2%

******23********89Fairly Dissatisfied
******2%4%********4%4%

a

Neither Satisfied Nor
******1011********3030Dissatisfied
******14%14%********13%13%

******510********2727Fairly Satisfied
******6%12%********11%11%

******2416********5657Very Satisfied
******32%20%********24%24%

Have not Contacted / Not
Applicable (DO NOT READ

******3035********99102OUT)
******39%44%********42%42%

Don't Know (DO NOT READ
******62********1010OUT)
******8%3%********4%4%

******2926********8384NET: Satisfied
******38%33%********36%35%

******25********1313NET: Dissatisfied
******2%7%********5%6%

a
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*dc*b*aSignificance Level: 95%
1639231421014161618440519220Unweighted total

520102041223222125757730239Weighted total

******4******************4Very Dissatisfied
******2%******************2%

******8******************9Fairly Dissatisfied
******4%******************4%

Neither Satisfied Nor
******25******************30Dissatisfied
******13%******************13%

******24******************27Fairly Satisfied
******12%******************11%

******48******************57Very Satisfied
******23%******************24%

Have not Contacted / Not
Applicable (DO NOT READ

******85******************102OUT)
******42%******************42%

Don't Know (DO NOT READ
******9******************10OUT)
******5%******************4%

******72******************84NET: Satisfied
******35%******************35%

******12******************13NET: Dissatisfied
******6%******************6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
19201521687621561137289220Unweighted total
19220392009228367135266239Weighted total

**4*42****2********4Very Dissatisfied
**2%*%2%2%****3%********2%

**8361****6********9Fairly Dissatisfied
**4%7%3%1%****9%********4%

h

Neither Satisfied Nor
**2822814****6********30Dissatisfied
**13%6%14%15%****10%********13%

**242256****13********27Fairly Satisfied
**11%6%12%6%****20%********11%

h

**57144423****18********57Very Satisfied
**26%36%22%24%****26%********24%

a

Have not Contacted / Not
Applicable (DO NOT READ

**90168643****17********102OUT)
**41%41%43%47%****26%********42%

e

Don't Know (DO NOT READ
**8284****4********10OUT)
**4%5%4%4%****6%********4%

**81166828****31********84NET: Satisfied
**37%41%34%31%****46%********35%

**133113****8********13NET: Dissatisfied
**6%7%5%3%****12%********6%

h
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
8638928212220Unweighted total
894310316224239Weighted total

2**2**24Very Dissatisfied
2%**2%**1%2%

6**1**99Fairly Dissatisfied
6%**1%**4%4%

a

Neither Satisfied Nor
8**12**2430Dissatisfied
8%**12%**11%13%

c

18**7**2727Fairly Satisfied
20%**6%**12%11%

a

26**27**5657Very Satisfied
30%**27%**25%24%

bb

Have not Contacted / Not
Applicable (DO NOT READ

28**48**95102OUT)
31%**47%**43%42%

cc

Don't Know (DO NOT READ
2**5**1010OUT)
2%**5%**4%4%

44**34**8384NET: Satisfied
49%**33%**37%35%

abb

8**3**1113NET: Dissatisfied
9%**3%**5%6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
7110742418202--22-1453149220Unweighted total
6411858317223--2*-1447176239Weighted total

2*******4************224Very Dissatisfied
3%*%******2%************4%1%2%

8-******6************619Fairly Dissatisfied
13%-%******3%************12%*%4%

abai

Neither Satisfied Nor
517******30************52630Dissatisfied
7%15%******14%************10%15%13%

1212******25************101527Fairly Satisfied
18%10%******11%************21%9%11%

a

2519******47************153357Very Satisfied
39%16%******21%************31%19%24%

b

Have not Contacted / Not
Applicable (DO NOT READ

1263******100************1089102OUT)
19%53%******45%************22%51%42%

ccbb

Don't Know (DO NOT READ
-7******10************-1010OUT)
-%6%******4%************-%6%4%

cc

3731******72************244884NET: Satisfied
57%27%******32%************52%27%35%

abai

10*******11************8313NET: Dissatisfied
16%*%******5%************16%2%6%

bbai
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13144914516475119167134140220Unweighted total
23*33515617972125172132148239Weighted total

************44244444Very Dissatisfied
************3%2%3%3%3%3%3%2%

************58185349Fairly Dissatisfied
************3%5%1%6%3%2%3%4%

Neither Satisfied Nor
************2418101824162130Dissatisfied
************16%10%14%14%14%12%14%13%

************1921101821171627Fairly Satisfied
************12%12%14%14%12%13%11%11%

************3346173238333657Very Satisfied
************21%26%23%26%22%25%24%24%

Have not Contacted / Not
Applicable (DO NOT READ

************64752940725461102OUT)
************41%42%41%32%42%41%41%42%

Don't Know (DO NOT READ
************672564610OUT)
************4%4%3%4%3%3%4%4%

************5267275059505284NET: Satisfied
************34%37%38%40%35%38%35%35%

************913312107813NET: Dissatisfied
************6%7%4%10%6%5%6%6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-404945333-12-12113220Unweighted total
-315552342-1*-12120239Weighted total

************************44Very Dissatisfied
************************4%2%

************************69Fairly Dissatisfied
************************5%4%

b

Neither Satisfied Nor
************************1830Dissatisfied
************************15%13%

ddd

************************1627Fairly Satisfied
************************14%11%

abc

************************3257Very Satisfied
************************27%24%

Have not Contacted / Not
Applicable (DO NOT READ

************************39102OUT)
************************32%42%

Don't Know (DO NOT READ
************************510OUT)
************************4%4%

ac

************************4884NET: Satisfied
************************40%35%

b

************************1013NET: Dissatisfied
************************9%6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
31642919133482526291841220Unweighted total
31692921036288825311744239Weighted total

**4**4****2**********4Very Dissatisfied
**3%**2%****2%**********2%

**5**8****8**********9Fairly Dissatisfied
**3%**4%****9%**********4%

Neither Satisfied Nor
**23**24****16**********30Dissatisfied
**14%**11%****18%**********13%

c

**21**23****7**********27Fairly Satisfied
**12%**11%****8%**********11%

a

**38**51****23**********57Very Satisfied
**23%**24%****26%**********24%

Have not Contacted / Not
Applicable (DO NOT READ

**71**90****29**********102OUT)
**42%**43%****33%**********42%

Don't Know (DO NOT READ
**6**10****3**********10OUT)
**4%**5%****4%**********4%

**59**74****30**********84NET: Satisfied
**35%**35%****34%**********35%

**10**12****10**********13NET: Dissatisfied
**6%**6%****11%**********6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*ba*b*aSignificance Level: 95%
-241286229902432919220Unweighted total
-25138723492*483223239Weighted total

****42**2********4Very Dissatisfied
****3%3%**3%********2%

****14**3********9Fairly Dissatisfied
****1%5%**4%********4%

Neither Satisfied Nor
****2110**10********30Dissatisfied
****15%14%**11%********13%

****157**16********27Fairly Satisfied
****11%9%**18%********11%

****3428**20********57Very Satisfied
****25%39%**22%********24%

Have not Contacted / Not
Applicable (DO NOT READ

****5520**34********102OUT)
****40%27%**38%********42%

Don't Know (DO NOT READ
****62**5********10OUT)
****4%3%**6%********4%

****4935**36********84NET: Satisfied
****36%48%**40%********35%

****66**6********13NET: Dissatisfied
****4%8%**6%********6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
8106125105133140-387592-2911762220Unweighted total
899130109130148-398093-2711265239Weighted total

***2424****42****224Very Dissatisfied
***%2%4%2%3%****5%2%****2%4%2%

**14734****38****119Fairly Dissatisfied
**2%3%6%2%3%****4%9%****1%2%4%

Neither Satisfied Nor
**1518121621****1012****14630Dissatisfied
**15%14%11%13%14%****12%13%****13%9%13%

**1217161716****1011****16927Fairly Satisfied
**12%13%15%13%11%****12%12%****14%13%11%

**2131293336****2328****291957Very Satisfied
**21%24%27%25%24%****28%30%****26%30%24%

Have not Contacted / Not
Applicable (DO NOT READ

**4753355461****2528****4725102OUT)
**47%41%32%42%41%****32%30%****42%39%42%

Don't Know (DO NOT READ
**24546****54****2210OUT)
**2%3%5%3%4%****6%4%****2%3%4%

**3348465052****3339****452884NET: Satisfied
**34%37%42%38%35%****40%42%****40%43%35%

**261158****710****4413NET: Dissatisfied
**2%5%10%4%6%****9%11%****3%6%6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-7761011181620674062220Unweighted total
-1266941251523633867239Weighted total

********24****4**44Very Dissatisfied
********3%3%****7%**6%2%

********1*****6**19Fairly Dissatisfied
********1%*%****9%**1%4%

a

Neither Satisfied Nor
********1319****5**630Dissatisfied
********13%16%****8%**8%13%

********1114****9**927Fairly Satisfied
********11%11%****15%**13%11%

********2229****19**2257Very Satisfied
********24%23%****30%**32%24%

Have not Contacted / Not
Applicable (DO NOT READ

********4354****18**21102OUT)
********45%43%****28%**31%42%

Don't Know (DO NOT READ
********24****2**510OUT)
********2%3%****3%**8%4%

********3343****29**3184NET: Satisfied
********35%34%****45%**46%35%

********45****10**513NET: Dissatisfied
********4%4%****16%**7%6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*ba*ba*dcbaedcbaSignificance Level: 95%
-22025136173212152217189213187211220Unweighted total
-23933142*75233162235195231200227239Weighted total

**4**2**244444444Very Dissatisfied
**2%**1%**3%2%3%2%2%2%2%2%2%

**9**1**698999999Fairly Dissatisfied
**4%**1%**8%4%5%4%5%4%4%4%4%

Neither Satisfied Nor
**30**14**103017282030243030Dissatisfied
**13%**10%**14%13%11%12%10%13%12%13%13%

**27**15**122719272227252727Fairly Satisfied
**11%**10%**16%12%12%11%12%12%13%12%11%

**57**39**175546564855475557Very Satisfied
**24%**27%**22%24%29%24%24%24%23%24%24%

Have not Contacted / Not
Applicable (DO NOT READ

**102**64**26986110185968492102OUT)
**42%**45%**34%42%38%43%44%42%42%41%42%

Don't Know (DO NOT READ
**10**7**21061061071010OUT)
**4%**5%**3%4%4%4%3%4%3%4%4%

**84**53**298265837082728284NET: Satisfied
**35%**38%**38%35%40%35%36%35%36%36%35%

**13**3**81312131313131313NET: Dissatisfied
**6%**2%**11%6%8%6%7%6%7%6%6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
98122154204443133433922549220Unweighted total

112127166244952141454819656239Weighted total

22*******2**********4Very Dissatisfied
2%2%*%******2%**********2%

c

351*****************9Fairly Dissatisfied
3%4%1%*******%**********4%

cbb

Neither Satisfied Nor
121821******19**********30Dissatisfied
11%14%12%******13%**********13%

121515******13**********27Fairly Satisfied
11%12%9%******9%**********11%

243436******38**********57Very Satisfied
21%27%22%******27%**********24%

cc

Have not Contacted / Not
Applicable (DO NOT READ

525083******63**********102OUT)
46%39%50%******45%**********42%

aaa

Don't Know (DO NOT READ
7310******5**********10OUT)
6%2%6%******3%**********4%

354951******51**********84NET: Satisfied
32%38%30%******37%**********35%

682******2**********13NET: Dissatisfied
5%6%1%******2%**********6%

cbc
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
151721131423182118152421220Unweighted total
152024151415243015192721239Weighted total

************************4Very Dissatisfied
************************2%

************************9Fairly Dissatisfied
************************4%

Neither Satisfied Nor
************************30Dissatisfied
************************13%

************************27Fairly Satisfied
************************11%

************************57Very Satisfied
************************24%

Have not Contacted / Not
Applicable (DO NOT READ

************************102OUT)
************************42%

Don't Know (DO NOT READ
************************10OUT)
************************4%

************************84NET: Satisfied
************************35%

************************13NET: Dissatisfied
************************6%
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
53505760220Unweighted total
59456966239Weighted total

-**2*4Very Dissatisfied
-%**3%*%2%

2**3*9Fairly Dissatisfied
4%**4%*%4%

a

Neither Satisfied Nor
5**9730Dissatisfied
9%**13%10%13%

6**5927Fairly Satisfied
11%**7%14%11%

16**161857Very Satisfied
27%**23%27%24%

Have not Contacted / Not
Applicable (DO NOT READ

28**2830102OUT)
47%**40%46%42%

Don't Know (DO NOT READ
1**6210OUT)
2%**9%3%4%

23**212784NET: Satisfied
38%**30%41%35%

2**5*13NET: Dissatisfied
4%**8%*%6%

aa
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The staff being polite and courteous (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

----6----1010Very low
-%-%-%-%1%-%-%-%-%1%1%

2-19111*-13334Quite low
3%-%*%2%2%1%3%-%1%2%2%

731248536115162168Neither low nor high
12%8%10%10%8%11%9%8%13%9%9%

251756206293212613751772Quite high
46%51%48%42%44%38%32%47%36%42%42%

bb

211447230307274618825852Very high
39%42%41%47%46%49%56%45%50%46%46%

Don't Know (DO NOT READ
--*--*--*22OUT)
-%-%*%-%-%*%-%-%*%*%*%

4632104436600496123115761624NET: High
84%92%89%88%90%87%88%92%86%88%88%

2-19171*-14344NET: Low
3%-%*%2%3%1%3%-%1%2%2%
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

-3*742-1-**---10Very low
-%3%*%*%3%2%-%*%-%**-%-%-%1%

acjmacgjm

-4-3025516**8-234Quite low
-%4%-%2%2%3%3%*%4%**3%-%1%2%

fkmkmmfkmkmfkmfkm

7671481511161813**401219168Neither low nor high
7%6%8%10%11%8%9%6%8%**15%12%9%9%

fjklm

37423865558497112468**1235486772Quite high
42%41%42%42%43%35%39%41%42%**47%52%40%42%

hh

44484571555708815875**9038108852Very high
50%47%50%46%41%50%49%52%46%**34%37%50%46%

bccccccbcccc

Don't Know (DO NOT READ
---2-2*--**---2OUT)
-%-%-%*%-%1%*%-%-%**-%-%-%*%

j

8190841370113119159282143**212921951624NET: High
93%88%92%88%84%86%88%93%88%**81%88%90%88%

cijcicchijc

-6*3767536**8-244NET: Low
-%6%*%2%5%5%3%1%4%**3%-%1%2%

abfjkmmfkmafkmmkmkm
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

-10-109----**1*10Very low
-%1%-%1%1%-%-%-%-%**1%1%1%

e

5291023133282**3-34Quite low
3%2%2%2%2%2%4%2%1%**2%-%2%

a

1915039129731853110**179168Neither low nor high
12%9%9%9%10%16%10%6%7%**11%13%9%

edeee

63709164608328461321156**5841772Quite high
41%42%38%43%46%42%27%40%35%**38%56%42%

dffbcdef

67786214638297442927588**7223852Very high
43%47%50%45%41%40%59%52%55%**48%31%46%

aghaghaghaa

Don't Know (DO NOT READ
-2*2--*-2**--2OUT)
-%*%*%*%-%-%*%-%1%**-%-%*%

eh

130149537812466269042486144**131641624NET: High
85%89%88%88%87%82%86%93%91%**86%87%88%

bghg

5391034223282**4*44NET: Low
3%2%2%2%3%2%4%2%1%**3%1%2%
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

2*84610Very low
*%*%1%4%*%1%

a

13218-3434Quite low
3%1%2%-%2%2%

ab

31261065163168Neither low nor high
8%10%9%5%9%9%

16513545844729772Quite high
42%51%40%44%42%42%

ac

18410055246806852Very high
47%38%48%47%46%46%

bb

Don't Know (DO NOT READ
-*2-22OUT)
-%*%*%-%*%*%

35023510109015351624NET: High
88%89%88%91%88%88%

1522644044NET: Low
4%1%2%4%2%2%

b
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

-47**-10************-1010Very low
-%*%1%**-%1%************-%1%1%

10194**132************92334Quite low
4%2%1%**4%2%************4%1%2%

aaai

269250***168************26142168Neither low nor high
11%11%7%***%9%************13%9%9%

aacjcjcj

123353296**24748************99649772Quite high
50%42%39%**62%42%************48%41%42%

abaiaiai

85370397**13839************71767852Very high
35%44%52%**34%47%************35%48%46%

cbcbbj

Don't Know (DO NOT READ
-*2**-2************-22OUT)
-%*%*%**-%*%************-%*%*%

208724693**381587************17014171624NET: High
85%86%92%**96%88%************83%89%88%

bcbbbb

102311**143************93444NET: Low
4%3%1%**4%2%************4%2%2%

aa
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********-795673610Very low
**********-%1%1%1%1%1%*%1%1%

**********1261991628202334Quite low
**********1%2%2%2%2%2%3%2%2%

**********3117115367412281103168Neither low nor high
**********7%10%10%9%11%10%11%9%9%

**********30505518214277550325499772Quite high
**********63%42%43%52%43%43%44%44%42%

aabcdf

**********14535539148275563305501852Very high
**********29%45%45%36%42%44%42%44%46%

beeeee

Don't Know (DO NOT READ
**********-22*-2-22OUT)
**********-%*%*%*%-%*%-%*%*%

**********4410401057362551111362910001624NET: High
**********92%87%88%88%85%88%86%88%88%

**********13229132234232944NET: Low
**********1%3%2%3%3%3%3%3%2%
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**--42**************610Very low
**-%-%1%1%**************1%1%

**51175**************1434Quite low
**4%4%2%1%**************2%2%

aa

**16382643**************71168Neither low nor high
**11%13%7%10%**************11%9%

bb

**69131181166**************272772Quite high
**50%44%47%37%**************43%42%

aa

**49118167226**************270852Very high
**36%40%43%51%**************43%46%

bcd

Don't Know (DO NOT READ
**---2**************-2OUT)
**-%-%-%*%**************-%*%

**118249348392**************5421624NET: High
**85%84%90%88%**************86%88%

c

**511127**************2044NET: Low
**4%4%3%2%**************3%2%
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**7-105**1**--1510Very low
**1%-%1%2%***%**-%-%1%2%1%

**269245**10**354334Quite low
**2%9%1%2%**3%**5%3%3%1%2%

a

**1182114736**37**10181431168Neither low nor high
**9%19%8%14%**10%**18%11%10%11%9%

a

**54945728104**163**275767118772Quite high
**43%40%42%40%**43%**47%34%49%43%42%

c

**56235817110**164**188750115852Very high
**45%32%47%42%**44%**31%52%37%42%46%

bbd

Don't Know (DO NOT READ
**2-2-**-**----2OUT)
***%-%*%-%**-%**-%-%-%-%*%

**1111791545213**327**451431172331624NET: High
**88%72%89%82%**87%**78%86%86%86%88%

b

**3293510**11**355844NET: Low
**3%9%2%4%**3%**5%3%4%3%2%

a
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**-6215**--110Very low
**-%1%1%1%1%**-%-%2%1%

**71912313**73234Quite low
**6%2%3%2%3%**4%2%3%2%

b

**1187382351**25233168Neither low nor high
**9%8%10%15%10%**13%15%4%9%

a

**6448319759217**865938772Quite high
**56%45%51%38%44%**45%39%48%42%

bb

**3348713868206**726435852Very high
**29%45%36%44%42%**38%43%44%46%

ac

Don't Know (DO NOT READ
**-2---**---2OUT)
**-%*%-%-%-%**-%-%-%*%

**97970335128423**158123731624NET: High
**84%89%86%82%86%**83%82%92%88%

**72514417**73344NET: Low
**6%2%4%3%4%**4%2%4%2%

b
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**46636**-51**-3210Very low
**1%1%1%*%1%**-%1%*%**-%*%1%1%

**1325162023**6914**8161234Quite low
**2%3%3%3%2%**5%2%3%**8%2%4%2%

b

**71965881103**114748**137029168Neither low nor high
**9%10%10%11%9%**8%11%10%**13%10%9%9%

**358439241322499**72195196**46298159772Quite high
**46%43%44%44%44%**54%44%43%**45%44%51%42%

abb

**330445233305501**45186196**35284109852Very high
**42%44%42%42%44%**34%42%43%**35%42%35%46%

ca

Don't Know (DO NOT READ
**-----**---**---2OUT)
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**6898844746271000**116381391**815812681624NET: High
**89%87%86%86%88%**87%86%86%**80%87%86%88%

c

**1831222329**61415**8191444NET: Low
**2%3%4%3%3%**5%3%3%**8%3%4%2%

b
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********76--35510Very low
********1%1%-%-%1%2%1%1%

********132135931034Quite low
********2%2%7%8%3%2%3%2%

bab

********677622292533168Neither low nor high
********9%8%5%3%10%12%9%9%

d

********3484252840132106168772Quite high
********46%44%61%58%44%48%45%42%

acc

********320427122212781153852Very high
********42%45%27%32%42%37%42%46%

ee

Don't Know (DO NOT READ
********-2-----2OUT)
********-%*%-%-%-%-%-%*%

********66885240622591873211624NET: High
********89%89%88%89%86%85%87%88%

********1928351381444NET: Low
********3%3%7%8%4%4%4%2%
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

46**-**-1051061081010Very low
*%3%**-%**-%1%1%1%*%1%1%1%1%

ba

1519**10**123427342734283434Quite low
1%8%**1%**3%2%3%2%2%2%2%2%2%

ba

10959**60**4615892161132156128154168Neither low nor high
7%25%**4%**11%9%9%9%9%9%9%9%9%

ba

640133**670**173727451758613731610724772Quite high
40%55%**42%**43%42%44%42%43%42%43%42%42%

bb

83023**840**168787460831645809637798852Very high
52%9%**53%**42%46%44%46%45%46%45%46%46%

ab

Don't Know (DO NOT READ
2-**2**-2-2*2*22OUT)
*%-%***%**-%*%-%*%*%*%*%*%*%

1469155**1511**3411514910158912581539124715221624NET: High
92%65%**95%**86%88%88%88%88%88%88%88%88%

ab

1925**10**124432443444364444NET: Low
1%10%**1%**3%3%3%2%2%3%3%3%2%

ba
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

65712-10-1-**-10Very low
1%1%*%1%1%-%1%-%1%-%**-%1%

201326-87179102**1034Quite low
2%1%2%-%4%2%1%5%4%3%**4%2%

cbc

6610214016124011017287**25168Neither low nor high
7%11%9%19%7%12%8%10%13%12%**11%9%

bac

3434296533285159527859232**105772Quite high
39%45%42%38%46%47%40%48%41%49%**43%42%

bbb

4484057403478132648669323**102852Very high
51%42%47%41%42%39%49%37%42%36%**42%46%

aac

Don't Know (DO NOT READ
2*2-*-2--****2OUT)
*%*%*%-%*%-%*%-%-%*%***%*%

791834139366162291117515218554**2071624NET: High
89%87%89%79%88%86%89%85%83%85%**86%88%

b

2618331107289112**1044NET: Low
3%2%2%1%5%2%2%5%5%3%**4%2%

cbc
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

*-1-32-4----10Very low
*%-%1%-%2%2%-%2%-%-%-%-%1%

113251*5434434Quite low
1%1%1%1%3%1%*%3%4%2%2%3%2%

fff

1114212413315136141717168Neither low nor high
11%8%11%11%10%3%8%7%6%8%10%14%9%

gggggdeg

337879985240806850687255772Quite high
34%46%42%46%38%40%44%38%43%40%41%46%42%

517785866352869054838244852Very high
53%45%45%40%47%53%47%50%47%50%47%37%46%

aaiaa

Don't Know (DO NOT READ
---2*-------2OUT)
-%-%-%1%*%-%-%-%-%-%-%-%*%

8415416418311592166158104151154991624NET: High
87%91%87%87%85%93%91%88%91%90%88%83%88%

aahaa

214273*9434444NET: Low
2%1%2%1%5%3%*%5%4%2%2%3%2%

fikffkff
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

254-10Very low
*%1%1%-%1%

aa

5891134Quite low
1%2%2%2%2%

46403448168Neither low nor high
10%9%7%10%9%

190189198195772Quite high
42%43%42%42%42%

213201229209852Very high
47%45%48%45%46%

Don't Know (DO NOT READ
-2--2OUT)
-%*%-%-%*%

4033904284041624NET: High
88%88%90%87%88%

713141144NET: Low
1%3%3%2%2%
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117521254165304605310530213491809Unweighted total

5434117494670567133617831839Weighted total

2172042**15355Very low
4%2%6%4%1%3%7%1%3%3%3%

aaac

101528584112134139Quite low
18%2%4%6%9%7%8%9%7%8%8%

abcd

81640125197151411497513Neither low nor high
15%46%34%25%29%27%15%28%29%28%28%

abebeeeddd

301036213251193412679698Quite high
55%28%31%43%37%35%48%33%33%38%38%

abcdcdb

4728105157151410405420Very high
7%21%24%21%23%27%19%29%27%23%23%

eeee

Don't Know (DO NOT READ
---33**-*1414OUT)
-%-%-%1%*%1%4%-%*%1%1%

abe

34176431840834482210841118NET: High
62%50%55%64%61%61%67%62%60%61%61%

d

1211348616114188194NET: Low
23%4%11%10%9%11%15%9%10%11%11%

abcd
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
22523321511369510814120312047197691561809Unweighted total

87102911558135139180303162592611042151839Weighted total

563406*954**51755Very low
6%6%4%3%4%*%5%2%3%**2%1%3%3%

fhjcfhjhh

687118716162417**13223139Quite low
7%8%7%8%5%12%9%8%10%**5%2%11%8%

bcddbdbcd

2729224343735538243**823752513Neither low nor high
31%28%24%28%27%25%29%27%27%**31%35%24%28%

27313360652457112859**1064869698Quite high
31%31%37%39%39%32%39%42%36%**40%46%32%38%

lmlmahlmlmalm

2227263453238306439**531661420Very high
25%27%28%22%24%28%17%21%24%**20%15%28%23%

bgbggbg

Don't Know (DO NOT READ
*1-14142--**2-314OUT)
*%*%-%1%1%3%1%-%-%**1%-%2%1%

fkmfkm

495859951848310119298**158641301118NET: High
56%57%65%61%62%60%56%64%60%**61%61%60%61%

1114101581217252921**19430194NET: Low
12%14%11%10%9%12%14%10%13%**7%3%14%11%

bbcdbbcbbc
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
191161848513247311016244215942178821809Unweighted total
153168542814117201104952515939152731839Weighted total

4511440193317***7555Very low
3%3%3%3%3%3%7%3%*%**4%7%3%

ddddh

1212726113481433611**175139Quite low
8%8%6%8%7%12%6%7%7%**11%7%8%

hh

50462129384215361214235**3619513Neither low nor high
33%27%30%27%30%33%25%27%22%**24%27%28%

5464416653230337718564**4932698Quite high
35%38%39%38%42%34%14%35%41%**32%44%38%

befffffff

3138992328131192413945**3911420Very high
20%23%22%23%18%18%48%26%29%**26%15%23%

abcdeghahaghh

Don't Know (DO NOT READ
113*144--52**3-14OUT)
1%1%*%1%1%-%-%1%1%**2%-%1%

bh

8510332598594345631324110**89431118NET: High
56%61%60%61%60%51%63%62%69%**58%59%61%

bgh

1617740153671765312**2411194NET: Low
11%11%9%11%9%15%12%10%7%**15%15%11%

ddh
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41226211097917301809Unweighted total
39626411449917401839Weighted total

954164955Very low
2%2%4%6%3%3%

3424777132139Quite low
9%9%7%7%8%8%

1037832122491513Neither low nor high
26%29%28%22%28%28%

15611341936662698Quite high
39%43%37%36%38%38%

914327927393420Very high
23%16%24%27%23%23%

bb

Don't Know (DO NOT READ
31721314OUT)
1%1%1%2%1%1%

2471566986310551118NET: High
62%59%61%63%61%61%

432911813181194NET: Low
11%11%10%13%10%11%
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
31985963112541755-12634226514901809Unweighted total
2458387566391799-*23*3420515941839Weighted total

112617**154************104455Very low
5%3%2%**3%3%************5%3%3%

a

345748**3135************30105139Quite low
14%7%6%**9%8%************15%7%8%

abai

72248193**6507************66441513Neither low nor high
29%30%25%**15%28%************32%28%28%

cjcjcj

91320287**20677************71607698Quite high
37%38%38%**52%38%************34%38%38%

abi

34185201**6414************28386420Very high
14%22%27%**15%23%************14%24%23%

cbcbb

Don't Know (DO NOT READ
3110**312************-1214OUT)
1%*%1%**7%1%************-%1%1%

bbabiabi

125505488**261092************999931118NET: High
51%60%64%**67%61%************48%62%61%

ccbbbb

458366**5189************40149194NET: Low
18%10%9%**12%11%************20%9%11%

abai
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17416337011891229472657132081611911809Unweighted total
2645164811911202411646127273411351839Weighted total

**********13540161737223355Very low
**********3%3%3%4%3%3%3%3%3%

**********78810032601007478139Quite low
**********15%7%8%8%9%8%10%7%8%

aaa

**********17335353130179360218328513Neither low nor high
**********35%28%29%32%28%28%30%29%28%

**********17464424163258494285445698Quite high
**********36%39%35%40%40%39%39%39%38%

ccff

**********526428071129275134246420Very high
**********11%22%23%17%20%22%18%22%23%

bbeee

Don't Know (DO NOT READ
***********56*352514OUT)
**********1%*%1%*%*%*%*%*%1%

**********227287042343877694186911118NET: High
**********46%61%59%57%60%60%57%61%61%

bc

**********9123139477713796111194NET: Low
**********18%10%12%11%12%11%13%10%11%

aaa
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62223243733956-24-5106361809Unweighted total
51392973864443-12-286341839Weighted total

**69149**************1655Very low
**4%3%4%2%**************2%3%

**15292828**************58139Quite low
**11%10%7%6%**************9%8%

**4485114116**************179513Neither low nor high
**32%29%30%26%**************28%28%

**52121146169**************251698Quite high
**38%41%38%38%**************40%38%

**215282120**************128420Very high
**15%17%21%27%**************20%23%

cd

Don't Know (DO NOT READ
***122**************314OUT)
***%*%*%*%***************%1%

**74173228289**************3791118NET: High
**53%58%59%65%**************60%61%

d

**21384237**************74194NET: Low
**15%13%11%8%**************12%11%

a
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
14130612616832821935613761591352741809Unweighted total

8126311017292591237514581671362721839Weighted total

**377485**12**633555Very low
**3%6%3%2%**3%**11%2%2%2%3%

aabc

**981312623**32**813729139Quite low
**8%12%7%9%**9%**14%8%5%11%8%

b

**3543348068**109**7534667513Neither low nor high
**28%30%28%26%**29%**13%32%34%25%28%

dadd

**49437661105**148**256552113698Quite high
**39%33%38%41%**39%**43%39%38%41%38%

**2741940158**71**9332857420Very high
**22%18%23%22%**19%**16%19%21%21%23%

Don't Know (DO NOT READ
**5113-**3**1--114OUT)
***%1%1%-%**1%**2%-%-%*%1%

**768561062163**219**3598801701118NET: High
**61%51%61%63%**58%**59%59%59%62%61%

b

**1351917428**45**1516934194NET: Low
**11%18%10%11%**12%**25%9%7%12%11%

aabc
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Table 105  (continuation)                                                                                                                                                  Page 1811

The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1152113539516249520203159731809Unweighted total
*115108538815549115190149801839Weighted total

**33311710**87255Very low
**3%3%3%4%2%**4%4%2%3%

**1569341446**19168139Quite low
**13%6%9%9%9%**10%11%10%8%

b

**3130911534145**463617513Neither low nor high
**27%29%30%22%29%**24%24%22%28%

**4443215268190**825838698Quite high
**38%40%39%44%39%**43%39%48%38%

**21235763099**353214420Very high
**18%22%20%20%20%**18%21%18%23%

Don't Know (DO NOT READ
***5*11**-1-14OUT)
***%*%*%1%*%**-%1%-%1%

**6566822898289**11690521118NET: High
**56%62%59%63%59%**61%60%66%61%

**19102452156**272210194NET: Low
**16%9%12%14%11%**14%15%12%11%

b
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188115044745811377413271809Unweighted total
2677810125547311132*133442454*1026713111839Weighted total

**2831132233**-1311**622455Very low
**4%3%2%3%3%**-%3%3%**6%3%1%3%

ca

**6488507478**183942**106238139Quite low
**8%9%9%10%7%**13%9%9%**10%9%12%8%

a

**233286158218328**37112134**2520294513Neither low nor high
**30%28%28%30%29%**28%25%29%**25%30%30%28%

**315387222282444**57185172**42260114698Quite high
**41%38%40%39%39%**43%42%38%**42%39%37%38%

**134219109133246**209192**1812461420Very high
**17%22%20%18%22%**15%21%20%**18%18%19%23%

b

Don't Know (DO NOT READ
**3*323**123***2*14OUT)
***%*%*%*%*%**1%*%1%***%*%*%1%

**450606331416690**77276264**603831751118NET: High
**58%60%60%57%61%**58%62%58%**59%57%56%61%

**921196296111**185254**178442194NET: Low
**12%12%11%13%10%**13%12%12%**16%12%14%11%

a
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821809Unweighted total
827214775595846703012203691839Weighted total

********2831--361055Very low
********4%3%-%-%1%3%3%3%

********5970814312128139Quite low
********8%7%17%20%10%9%8%8%

aabc

********2212686149159108513Neither low nor high
********29%28%13%19%30%27%29%28%

eee

********312375233112294150698Quite high
********41%39%52%44%40%43%41%38%

********131210710534072420Very high
********17%22%16%15%18%18%20%23%

b

Don't Know (DO NOT READ
********34111**14OUT)
*********%*%3%2%*%*%*%1%

aba

********44358531411751342221118NET: High
********59%61%67%59%58%61%60%61%

********87101814342638194NET: Low
********12%11%17%20%11%12%10%11%

ac
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583444817031045177214601733145017131809Unweighted total
1599239541583239817181034179714231741141117221839Weighted total

4213**30**155232553650395055Very low
3%5%**2%**4%3%3%3%3%3%3%3%3%

ba

10731**89**3713380137115135114133139Quite low
7%13%**6%**9%8%8%8%8%8%8%8%8%

ba

42786**407**124467268497390469385466513Neither low nor high
27%36%**26%**31%27%26%28%27%27%27%27%28%

ba

61385**632**142659416682551670564662698Quite high
38%35%**40%**36%38%40%38%39%38%40%38%38%

b

39822**412**78392231411319403301398420Very high
25%9%**26%**19%23%22%23%22%23%21%23%23%

ab

Don't Know (DO NOT READ
123**14**414714111481314OUT)

1%1%**1%**1%1%1%1%1%1%1%1%1%

1011107**1044**22010516481093870107386510601118NET: High
63%45%**66%**55%61%63%61%61%62%61%62%61%

abcc

14944**118**52186111192151185153183194NET: Low
9%18%**7%**13%11%11%11%11%11%11%11%11%

ba
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
843966152981187327128219422866122431809Unweighted total
885954156883184337131517822364162421839Weighted total

203547261338446**655Very low
2%4%3%3%3%4%3%2%2%10%**3%3%

b

49901091218259221245**23139Quite low
6%9%7%14%10%7%7%12%11%7%**9%8%

bcb

2392744382549108359445317**57513Neither low nor high
27%29%28%31%27%32%27%25%24%27%**23%28%

3333655832686124493749426**103698Quite high
38%38%37%32%47%37%38%42%42%40%**42%38%

bc

233187380162467319344610**52420Very high
26%20%24%19%13%20%24%19%21%16%**22%23%

aa

Don't Know (DO NOT READ
1141111-1211-**114OUT)

1%*%1%1%1%-%1%1%1%-%**1%1%

a

5665529634211019181210814036**1551118NET: High
64%58%61%51%60%57%62%61%63%56%**64%61%

a

69124156142438131252911**29194NET: Low
8%13%10%17%13%11%10%14%13%17%**12%11%

bc
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1191601771341251531591571631501541581809Unweighted total

97170189211135981821791141681761201839Weighted total

23747564543455Very low
2%1%4%2%5%6%3%3%4%3%2%4%3%

k

891471271713820159139Quite low
8%5%8%3%9%7%9%7%7%12%8%8%8%

iiik

304452652417485337504845513Neither low nor high
30%26%28%31%18%17%27%30%32%30%27%38%28%

ghghghgghghghgbfghk

377485865440645637546546698Quite high
38%44%45%41%40%40%35%31%32%32%37%39%38%

cdecde

183727473729475328384515420Very high
19%22%14%22%27%30%26%29%24%23%26%12%23%

aaajajlajajlajajaj

Don't Know (DO NOT READ
23422*---2*-14OUT)
2%2%2%1%1%*%-%-%-%1%*%-%1%

5511111213390691101096592110611118NET: High
57%66%59%63%67%70%61%61%57%55%63%51%61%

aaacacdjla

101121111912231713241814194NET: Low
11%7%11%5%14%13%13%10%11%14%10%11%11%

ikiiik
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4564124794621809Unweighted total
4564444754631839Weighted total

1116151255Very low
3%4%3%3%3%

31263843139Quite low
7%6%8%9%8%

c

126106138143513Neither low nor high
28%24%29%31%28%

c

196180157165698Quite high
43%40%33%36%38%

abb

8211312798420Very high
18%25%27%21%23%

dad

Don't Know (DO NOT READ
84-214OUT)
2%1%-%*%1%

bb

2792922842631118NET: High
61%66%60%57%61%

a

43425355194NET: Low
9%9%11%12%11%
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
14917497770101446173243Unweighted total

225203861148490Weighted total

********4*******89Very good
********11%3%******10%10%

********81******1820Fairly good
********22%23%******22%22%

********111******2223Neither good nor poor
********30%25%******26%26%

********61******1617Fairly poor
********17%19%******19%19%

********51******1414Very poor
********14%12%******16%16%

********31******67Don't know
********7%18%******7%8%

a

********122******2728NET: Good
********32%26%******32%31%

********122******3031NET: Poor
********31%30%******35%35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
242--1-----1---243Unweighted total

90--*-----*---90Weighted total

9************************9Very good
10%************************10%

19************************20Fairly good
21%************************22%

23************************23Neither good nor poor
26%************************26%

17************************17Fairly poor
19%************************19%

14************************14Very poor
16%************************16%

7************************7Don't know
8%************************8%

28************************28NET: Good
31%************************31%

31************************31NET: Poor
35%************************35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
2222178165100146552142711243Unweighted total

6842565366222729490Weighted total

**8274****2********9Very good
**10%7%10%10%****11%********10%

**1851411****4********20Fairly good
**21%21%22%29%****20%********22%

**218169****6********23Neither good nor poor
**25%31%24%24%****27%********26%

**165126****3********17Fairly poor
**20%18%19%17%****14%********19%

**144104****4********14Very poor
**17%16%16%12%****20%********16%

**7253****2********7Don't know
**8%8%8%8%****8%********8%

**2672114****7********28NET: Good
**31%28%33%40%****31%********31%

**3182310****7********31NET: Poor
**37%34%35%28%****34%********35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
564414013230243Unweighted total
18145768490Weighted total

1**7**89Very good
8%**13%**9%10%

b

3**13**1720Fairly good
14%**24%**20%22%

7**12**2323Neither good nor poor
38%**22%**27%26%

a

2**12**1717Fairly poor
11%**22%**20%19%

3**9**1314Very poor
17%**15%**15%16%

2**3**77Don't know
12%**5%**9%8%

4**21**2528NET: Good
22%**36%**29%31%

5**21**2931NET: Poor
28%**37%**35%35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
441198014239---1-340199243Unweighted total
104535*189---*-198090Weighted total

**44****9**************89Very good
**10%11%****10%**************11%10%

c

**99****20**************1920Fairly good
**21%26%****22%**************23%22%

c

**156****23**************2023Neither good nor poor
**33%17%****26%**************26%26%

a

**88****17**************1517Fairly poor
**18%22%****19%**************19%19%

**58****14**************1314Very poor
**11%23%****16%**************16%16%

b

**3*****7**************47Don't know
**7%1%****8%**************5%8%

abai

**1413****28**************2728NET: Good
**31%37%****32%**************34%31%

ccbb

**1316****31**************2931NET: Poor
**29%45%****35%**************36%35%

bc
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---65121491778087172105160243Unweighted total
---1145466273160345590Weighted total

************35133239Very good
************5%7%2%10%5%5%5%10%

e

************1115851481320Fairly good
************21%22%28%17%23%24%23%22%

************17178919121823Neither good nor poor
************32%26%29%30%31%34%32%26%

************1312461371217Fairly poor
************23%18%16%21%21%22%21%19%

************7125483714Very poor
************13%18%17%13%13%10%13%16%

b

************35234237Don't know
************6%8%8%9%6%5%6%8%

************14198817101528NET: Good
************26%29%30%27%28%29%27%31%

************202491120111931NET: Poor
************37%36%33%34%34%31%34%35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-31424257-------87243Unweighted total
-8151523-------3190Weighted total

********1**************39Very good
********6%**************10%10%

********6**************520Fairly good
********26%**************17%22%

********8**************923Neither good nor poor
********34%**************30%26%

********4**************617Fairly poor
********18%**************21%19%

********3**************414Very poor
********13%**************13%16%

********1**************37Don't know
********3%**************9%8%

a

********7**************828NET: Good
********32%**************27%31%

********7**************1131NET: Poor
********31%**************34%35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
14158342094134315191844243Unweighted total

25798114116*1771790Weighted total

**3**8****************9Very good
**5%**9%****************10%

**14**20****************20Fairly good
**24%**24%****************22%

b

**18**21****************23Neither good nor poor
**32%**26%****************26%

**13**16****************17Fairly poor
**22%**19%****************19%

**7**14****************14Very poor
**13%**17%****************16%

**2**3****************7Don't know
**4%**4%****************8%

a

**17**27****************28NET: Good
**29%**34%****************31%

b

**20**29****************31NET: Poor
**35%**36%****************35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-461523927605191813243Unweighted total
-145315923166490Weighted total

****3****3********9Very good
****5%****12%********10%

****12****5********20Fairly good
****23%****21%********22%

****18****7********23Neither good nor poor
****33%****32%********26%

****11****5********17Fairly poor
****20%****22%********19%

****7****3********14Very poor
****13%****13%********16%

****2****-********7Don't know
****5%****-%********8%

****15****7********28NET: Good
****28%****33%********31%

****18****8********31NET: Poor
****34%****35%********35%

c
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcb*aSignificance Level: 95%
21171247198150-426450-4310029243Unweighted total
14245273353-152319-14321090Weighted total

**32323****2******2**9Very good
**6%5%10%5%5%****9%******5%**10%

**9125812****5******8**20Fairly good
**21%26%20%25%23%****23%******23%**22%

**141591218****6******12**23Neither good nor poor
**34%32%35%35%33%****28%******36%**26%

**995712****5******7**17Fairly poor
**22%20%19%22%22%****19%******22%**19%

**66437****4******3**14Very poor
**14%12%16%10%14%****16%******10%**16%

**12-12****1******1**7Don't know
**3%4%-%3%4%****6%******4%**8%

**111481015****7******9**28NET: Good
**27%31%30%30%28%****32%******29%**31%

**151591119****8******10**31NET: Poor
**35%32%35%32%35%****35%******31%**35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-317116119911363650243Unweighted total
-1*242444514141890Weighted total

********32**********9Very good
********6%5%**********10%

********911**********20Fairly good
********21%25%**********22%

********1414**********23Neither good nor poor
********35%31%**********26%

********910**********17Fairly poor
********21%23%**********19%

********66**********14Very poor
********14%13%**********16%

********11**********7Don't know
********3%3%**********8%

********1113**********28NET: Good
********27%30%**********31%

********1416**********31NET: Poor
********35%36%**********35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
2091632031109232134237201234193232243Unweighted total

805177*378748887386698690Weighted total

9****9**484989599Very good
11%****11%**11%9%9%10%11%10%8%10%10%

19****18**81910191519151920Fairly good
23%****24%**21%22%21%21%21%21%22%22%22%

22****21**102313232122172223Neither good nor poor
27%****27%**28%26%26%27%28%26%25%26%26%

15****14**71710161317151717Fairly poor
19%****19%**19%19%20%18%18%20%22%20%19%

13****12**413614913101214Very poor
17%****16%**10%15%12%16%13%15%15%14%16%

3****3**475767677Don't know
4%****4%**10%8%11%8%9%8%8%8%8%

27****27**122715272327202728NET: Good
34%****35%**33%31%30%31%32%31%30%32%31%

29****26**113015302330262931NET: Poor
36%****34%**29%35%32%34%31%35%37%34%35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
1021412039284018023477147243Unweighted total

3951783913699133*1290Weighted total

637******8**********9Very good
15%5%9%******11%**********10%

ac

91019******15**********20Fairly good
24%20%24%******22%**********22%

71621******18**********23Neither good nor poor
19%31%26%******27%**********26%

b

8915******12**********17Fairly poor
20%18%20%******18%**********19%

5912******10**********14Very poor
13%18%16%******14%**********16%

345******6**********7Don't know
9%8%6%******8%**********8%

151325******23**********28NET: Good
39%26%33%******33%**********31%

a

131827******22**********31NET: Poor
34%36%35%******32%**********35%

b
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
271824161320252219211523243Unweighted total
11810944976104790Weighted total

************************9Very good
************************10%

************************20Fairly good
************************22%

************************23Neither good nor poor
************************26%

************************17Fairly poor
************************19%

************************14Very poor
************************16%

************************7Don't know
************************8%

************************28NET: Good
************************31%

************************31NET: Poor
************************35%
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
69496659243Unweighted total
2918222190Weighted total

3**219Very good
12%**7%5%10%

8**4320Fairly good
28%**17%17%22%

5**8623Neither good nor poor
16%**36%28%26%

d

5**3517Fairly poor
16%**15%26%19%

6**4414Very poor
19%**18%20%16%

ccc

3**217Don't know
10%**8%5%8%

11**5528NET: Good
39%**24%22%31%

a

10**71031NET: Poor
35%**32%46%35%

c
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QRM6b. It currently costs £1.35 to send a standard letter from Northern Ireland to the Republic of Ireland. How would you rate this service in terms of value for money?
Base: All in Northern Ireland

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20
*note - the price of the stamp changed during fieldwork



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******2-******23Very Dissatisfied
******2%-%2%****3%1%1%

******36******1616Fairly Dissatisfied
******2%4%1%****1%4%4%

abc

Neither Satisfied Nor
******8201****13941Dissatisfied
******7%14%7%****7%9%9%

e

******34616****4163169Fairly Satisfied
******27%41%35%****32%38%38%

bbb

******81598****6208216Very Satisfied
******63%40%48%****52%48%48%

eae

Don't Know (DO NOT READ
******-21****134OUT)
******-%1%7%****5%1%1%

aa

******11512014****10371385NET: Satisfied
******90%81%83%****84%86%86%

a

******56******1919NET: Dissatisfied
******4%4%2%****4%4%4%

abc

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

*****2******************3Very Dissatisfied
1%****1%******************1%

-****15******************16Fairly Dissatisfied
-%****4%******************4%

mfhjlmm

Neither Satisfied Nor
3****30******************41Dissatisfied

20%****8%******************9%

cijcjc

4****155******************169Fairly Satisfied
25%****39%******************38%

lklm

8****187******************216Very Satisfied
54%****47%******************48%

Don't Know (DO NOT READ
-****4******************4OUT)
-%****1%******************1%

12****342******************385NET: Satisfied
79%****87%******************86%

kk

*****17******************19NET: Dissatisfied
1%****4%******************4%

fhlm
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**32*-****2*******3Very Dissatisfied
**1%2%*%-%****1%*****%**1%

a

**163142****7****4**16Fairly Dissatisfied
**4%3%4%2%****4%****5%**4%

Neither Satisfied Nor
**3993113****20****6**41Dissatisfied
**10%10%9%11%****10%****8%**9%

**1593413534****82****26**169Fairly Satisfied
**39%37%38%30%****42%****35%**38%

bh

**1874317363****82****37**216Very Satisfied
**46%47%48%55%****42%****51%**48%

ae

Don't Know (DO NOT READ
**4*42****1*******4OUT)
**1%*%1%2%****1%*****%**1%

**3477730897****164****63**385NET: Satisfied
**85%84%86%85%****84%****86%**86%

a

**195142****9****4**19NET: Dissatisfied
**5%6%4%2%****5%****6%**4%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

3--**33Very Dissatisfied
2%-%-%**1%1%

3-13**1616Fairly Dissatisfied
2%-%6%**4%4%

b

Neither Satisfied Nor
13816**3841Dissatisfied

9%11%7%**9%9%

502986**163169Fairly Satisfied
34%39%40%**38%38%

773799**206216Very Satisfied
52%50%46%**48%48%

Don't Know (DO NOT READ
1*3**24OUT)
1%*%1%**1%1%

12766185**370385NET: Satisfied
86%89%85%**86%86%

6-13**1919NET: Dissatisfied
4%-%6%**4%4%

b
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

3--****2************2-3Very Dissatisfied
2%-%-%****1%************2%-%1%

a

871****14************5916Fairly Dissatisfied
5%4%1%****3%************4%3%4%

Neither Satisfied Nor
10255****40************93041Dissatisfied

7%12%6%****10%************8%10%9%

547837****158************43115169Fairly Satisfied
35%39%40%****38%************34%39%38%

799146****201************64137216Very Satisfied
51%45%50%****48%************52%47%48%

Don't Know (DO NOT READ
212****3*************34OUT)
1%*%2%****1%*************%1%1%

bi

13216983****359************107252385NET: Satisfied
86%84%91%****86%************86%86%86%

1071****16************7919NET: Dissatisfied
7%4%1%****4%************6%3%4%

aa

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 107  (continuation)                                                                                                                                                  Page 1838

QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************23*222*3Very Dissatisfied
************1%1%*%1%1%1%*%1%

************1213591291116Fairly Dissatisfied
************5%5%5%3%5%5%5%4%

Neither Satisfied Nor
************232792924222041Dissatisfied
************9%9%10%9%9%12%9%9%

************8711032118987781169Fairly Satisfied
************33%38%36%38%36%41%36%38%

************1321384415413576112216Very Satisfied
************51%48%49%49%49%41%49%48%

Don't Know (DO NOT READ
************31*23134OUT)
************1%*%*%1%1%*%1%1%

************21924876273233154193385NET: Satisfied
************84%85%85%86%85%82%85%86%

************141651215111119NET: Dissatisfied
************5%5%6%4%5%6%5%4%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**2---**************23Very Dissatisfied
**7%-%-%-%**************1%1%

abc

**-912**************916Fairly Dissatisfied
**-%15%1%2%**************3%4%

abd

Neither Satisfied Nor
**28510**************2841Dissatisfied
**6%12%6%10%**************9%9%

**15153236**************115169Fairly Satisfied
**43%23%41%37%**************38%38%

cc

**14313950**************147216Very Satisfied
**42%49%49%51%**************48%48%

Don't Know (DO NOT READ
****2***************24OUT)
**1%1%3%*%**************1%1%

**29467287**************261385NET: Satisfied
**85%72%90%88%**************86%86%

cc

**2912**************1219NET: Dissatisfied
**7%15%1%2%**************4%4%

ab
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

-23--**2**2---3Very Dissatisfied
-%1%1%-%-%**1%**4%-%-%-%1%

a

210115***9**413116Fairly Dissatisfied
4%5%5%3%*%**4%**7%1%6%1%4%

ac

Neither Satisfied Nor
32225166**22**488941Dissatisfied
5%10%10%7%10%**9%**7%9%15%8%9%

22761046533**83**21361244169Fairly Satisfied
41%34%44%31%51%**34%**36%39%23%43%38%

aab

241119312325**128**28472849216Very Satisfied
46%50%39%58%39%**52%**46%51%55%47%48%

b

Don't Know (DO NOT READ
2132***2**-***4OUT)
4%1%1%1%*%**1%**-%*%*%*%1%

a

4618719718858**211**49834094385NET: Satisfied
88%84%83%89%90%**86%**82%90%78%90%86%

213135***11**713119NET: Dissatisfied
4%6%6%3%*%**5%**11%1%6%1%4%

ac
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**-*-2-**22-3Very Dissatisfied
**-%*%-%1%-%**1%2%-%1%

***11282**95216Fairly Dissatisfied
***%5%2%3%2%**5%3%2%4%

Neither Satisfied Nor
**3197254**2115541Dissatisfied
**6%9%7%11%5%**11%9%7%9%

**2375479127**666322169Fairly Satisfied
**52%36%45%40%33%**35%40%28%38%

b

**181014810349**917249216Very Satisfied
**41%48%46%45%59%**48%45%61%48%

bb

Don't Know (DO NOT READ
***3*11**1114OUT)
**1%1%*%*%2%**1%*%2%1%

**411769619477**15813471385NET: Satisfied
**93%84%91%84%91%**82%85%90%86%

***112102**118219NET: Dissatisfied
***%5%2%4%2%**6%5%2%4%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**2**2***-22**2223Very Dissatisfied
**2%*%*%2%*%**-%1%1%**5%1%2%1%

**8104811***75***8116Fairly Dissatisfied
**6%6%3%6%6%***%4%2%***%5%1%4%

a

Neither Satisfied Nor
**1517132018**71122**3181041Dissatisfied
**11%11%9%13%11%**8%6%8%**6%11%10%9%

**5259505762**3972103**246347169Fairly Satisfied
**39%37%34%38%37%**46%39%40%**51%39%47%38%

**5671776277**3889126**187040216Very Satisfied
**42%45%53%41%46%**44%49%48%**38%43%40%48%

b

Don't Know (DO NOT READ
**11211**122***1*4OUT)
**1%1%1%1%1%**2%1%1%***%1%*%1%

**108130127119139**77161229**4313387385NET: Satisfied
**81%82%87%79%83%**90%88%88%**89%82%87%86%

**101041111***98**211319NET: Dissatisfied
**7%6%3%7%6%***%5%3%**5%7%3%4%

c
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********2******-*3Very Dissatisfied
********2%*%*****%-%*%1%

********810****24316Fairly Dissatisfied
********7%6%****2%6%4%4%

Neither Satisfied Nor
********1414****113341Dissatisfied
********12%10%****12%5%4%9%

********4555****371828169Fairly Satisfied
********38%37%****39%29%34%38%

********4868****443845216Very Satisfied
********41%46%****46%59%55%48%

Don't Know (DO NOT READ
********11******24OUT)
********1%1%*****%1%2%1%

********93123****805672385NET: Satisfied
********79%83%****86%88%89%86%

********1010****24319NET: Dissatisfied
********9%7%****2%6%4%4%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

*2*****222333333Very Dissatisfied
*%3%***%**1%1%1%1%1%1%1%1%1%

b

94**6**21610161516141616Fairly Dissatisfied
4%6%**2%**1%4%3%4%4%4%4%4%4%

Neither Satisfied Nor
234**23**103723413137323741Dissatisfied
11%5%**10%**6%9%8%9%8%9%9%9%9%

7130**83**74160118162149162143161169Fairly Satisfied
32%44%**35%**48%38%38%38%38%38%41%38%38%

ab

11526**122**64203156204189202157200216Very Satisfied
52%39%**52%**41%48%50%48%49%48%45%48%48%

Don't Know (DO NOT READ
11**2**241334344OUT)
1%2%**1%**1%1%*%1%1%1%1%1%1%

18656**205**138364273367337364300361385NET: Satisfied
85%83%**87%**89%86%88%85%87%86%86%86%86%

106**6**51912191819161919NET: Dissatisfied
4%9%**2%**3%4%4%4%5%4%5%4%4%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

3-****-*2*2**-3Very Dissatisfied
1%-%*%***%-%*%2%*%3%**-%1%

acbb

3149**5574413**-16Fairly Dissatisfied
1%6%4%**3%7%3%4%1%14%**-%4%

bb

Neither Satisfied Nor
241718**15422122120**-41Dissatisfied
10%8%7%**10%6%8%12%6%21%**-%9%

b

967379**66271014012445**169169Fairly Satisfied
41%34%32%**45%35%38%38%35%49%**44%38%

cb

105111135**58391304420511**216216Very Satisfied
45%52%56%**40%52%50%43%57%13%**56%48%

aba

Don't Know (DO NOT READ
4*2**2*314***-4OUT)
2%*%1%**1%*%1%1%1%*%**-%1%

201184214**125662318432856**385385NET: Satisfied
86%86%88%**85%87%88%81%92%62%**100%86%

a

5149**5576415**-19NET: Dissatisfied
2%6%4%**3%7%3%6%1%16%**-%4%

bb
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************3Very Dissatisfied
************************1%

************************16Fairly Dissatisfied
************************4%

cdeghijkl

Neither Satisfied Nor
************************41Dissatisfied
************************9%

eegeg

************************169Fairly Satisfied
************************38%

************************216Very Satisfied
************************48%

bhhhbh

Don't Know (DO NOT READ
************************4OUT)
************************1%

abcdehik

************************385NET: Satisfied
************************86%

aa

************************19NET: Dissatisfied
************************4%

deghijkl
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

---33Very Dissatisfied
-%-%-%2%1%

3*4916Fairly Dissatisfied
2%*%5%9%4%

ccd

Neither Satisfied Nor
8186941Dissatisfied
7%14%6%9%9%

39543046169Fairly Satisfied
32%43%32%42%38%

69525441216Very Satisfied
58%41%57%38%48%

acac

Don't Know (DO NOT READ
13**4OUT)
1%2%*%*%1%

1081068487385NET: Satisfied
90%84%89%80%86%

a

3*41219NET: Dissatisfied
2%*%5%11%4%

ccd
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******3*-****-44Very Dissatisfied
******2%*%-%****-%1%1%

******22******910Fairly Dissatisfied
******2%2%3%****4%2%2%

Neither Satisfied Nor
******9151****14142Dissatisfied
******7%10%7%****7%9%9%

e

******42524****3140144Fairly Satisfied
******32%35%27%****26%32%32%

abc

******63669****6209218Very Satisfied
******49%45%53%****51%48%49%

eee

Don't Know (DO NOT READ
******11112****12931OUT)
******8%8%10%****11%7%7%

******10411813****9349362NET: Satisfied
******81%80%80%****77%81%81%

******53******1313NET: Dissatisfied
******4%2%3%****4%3%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

-****2******************4Very Dissatisfied
-%****1%******************1%

jm

1****8******************10Fairly Dissatisfied
4%****2%******************2%

Neither Satisfied Nor
1****38******************42Dissatisfied
5%****10%******************9%

hm

4****130******************144Fairly Satisfied
24%****33%******************32%

cefgjklm

9****188******************218Very Satisfied
60%****48%******************49%

ii

Don't Know (DO NOT READ
1****28******************31OUT)
7%****7%******************7%

13****318******************362NET: Satisfied
84%****81%******************81%

ek

1****10******************13NET: Dissatisfied
4%****3%******************3%

fhj
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**4311****3****-**4Very Dissatisfied
**1%3%*%1%****1%****-%**1%

a

**10192****3****4**10Fairly Dissatisfied
**2%1%2%2%****2%****5%**2%

Neither Satisfied Nor
**4063611****16****8**42Dissatisfied
**10%7%10%9%****8%****10%**9%

**1303211238****63****25**144Fairly Satisfied
**32%35%31%33%****32%****34%**32%

**2004417457****100****32**218Very Satisfied
**49%48%49%50%****51%****43%**49%

Don't Know (DO NOT READ
**266256****10****5**31OUT)
**6%6%7%5%****5%****7%**7%

**3307628795****163****57**362NET: Satisfied
**81%83%80%83%****84%****77%**81%

**134103****6****4**13NET: Dissatisfied
**3%4%3%2%****3%****5%**3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

3*-**44Very Dissatisfied
2%1%-%**1%1%

a

2-8**1010Fairly Dissatisfied
1%-%4%**2%2%

Neither Satisfied Nor
121017**3742Dissatisfied

8%14%8%**9%9%

342089**142144Fairly Satisfied
23%27%41%**33%32%

bc

833891**208218Very Satisfied
56%52%42%**49%49%

a

Don't Know (DO NOT READ
14511**2731OUT)
10%7%5%**6%7%

11758181**351362NET: Satisfied
79%78%83%**82%81%

5*8**1313NET: Dissatisfied
3%1%4%**3%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

3*-****3************3*4Very Dissatisfied
2%*%-%****1%************2%*%1%

a

351****9************3610Fairly Dissatisfied
2%2%1%****2%************2%2%2%

Neither Satisfied Nor
14226****40************122842Dissatisfied

9%11%7%****10%************9%10%9%

455643****136************3799144Fairly Satisfied
29%28%47%****33%************30%34%32%

bc

7210838****201************55146218Very Satisfied
47%53%42%****48%************45%50%49%

Don't Know (DO NOT READ
17113****28************141431OUT)
11%6%3%****7%************11%5%7%

aa

11716482****338************93245362NET: Satisfied
76%81%89%****81%************75%83%81%

cb

751****12************5713NET: Dissatisfied
4%3%1%****3%************4%2%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************33134314Very Dissatisfied
************1%1%1%1%1%2%*%1%

************895688710Fairly Dissatisfied
************3%3%6%2%3%4%3%2%

d

Neither Satisfied Nor
************262952729222542Dissatisfied
************10%10%6%8%10%12%11%9%

************929324971017183144Fairly Satisfied
************35%32%26%31%37%38%36%32%

e

************117137441621187196218Very Satisfied
************45%47%49%51%43%38%42%49%

babc

Don't Know (DO NOT READ
************1421112116121631OUT)
************5%7%13%7%6%6%7%7%

cd

************20922968259219143179362NET: Satisfied
************80%79%75%82%79%76%79%81%

************1112691111813NET: Dissatisfied
************4%4%7%3%4%6%4%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**2*1***************34Very Dissatisfied
**7%1%1%*%**************1%1%

a

***611**************510Fairly Dissatisfied
**1%9%1%1%**************2%2%

abd

Neither Satisfied Nor
**28109**************2642Dissatisfied
**7%12%12%9%**************9%9%

**12162944**************91144Fairly Satisfied
**36%24%36%45%**************30%32%

c

**12323341**************158218Very Satisfied
**34%51%42%42%**************52%49%

Don't Know (DO NOT READ
**5263**************1931OUT)
**15%3%8%3%**************6%7%

ac

**24486286**************249362NET: Satisfied
**70%75%78%87%**************82%81%

d

**3621**************813NET: Dissatisfied
**8%10%2%1%**************3%3%

aa
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

-421-**3**2*-14Very Dissatisfied
-%2%1%1%-%**1%**4%1%-%1%1%

2655***6**123*10Fairly Dissatisfied
4%3%2%2%*%**2%**1%2%6%*%2%

a

Neither Satisfied Nor
22622207**17**7621242Dissatisfied
4%12%9%9%11%**7%**11%6%4%12%9%

2278846029**68**18311234144Fairly Satisfied
42%35%35%29%44%**27%**30%34%24%32%32%

a

229710511329**132**30463150218Very Satisfied
41%43%44%54%44%**54%**51%50%61%48%49%

b

Don't Know (DO NOT READ
5122011***21**263731OUT)
9%5%8%5%*%**8%**4%7%6%7%7%

c

4417518917457**200**48784484362NET: Satisfied
83%79%79%82%89%**81%**80%84%85%81%81%

21077***9**323113NET: Dissatisfied
4%4%3%3%*%**3%**5%3%6%1%3%

a
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**-1*31**3314Very Dissatisfied
**-%*%*%1%1%**2%2%1%1%

***7*33**43310Fairly Dissatisfied
***%3%*%1%4%**2%2%4%2%

Neither Satisfied Nor
**82315234**2218142Dissatisfied
**19%11%14%10%5%**12%11%2%9%

a

**1574457819**615418144Fairly Satisfied
**34%36%42%34%22%**32%35%23%32%

a

**15874310555**897252218Very Satisfied
**34%42%41%46%65%**46%46%65%49%

bb

Don't Know (DO NOT READ
**6153183**128531OUT)
**13%7%2%8%4%**6%5%6%7%

a

**301618818373**15012770362NET: Satisfied
**68%78%83%80%87%**78%80%88%81%

c

***8164**76413NET: Dissatisfied
***%4%1%2%4%**4%4%4%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**3-131**-33**2324Very Dissatisfied
**2%-%*%2%*%**-%2%1%**5%2%2%1%

**55387**134***8110Fairly Dissatisfied
**3%3%2%5%4%**1%2%2%***%5%1%2%

Neither Satisfied Nor
**1722151823**51224**4181242Dissatisfied
**13%14%10%12%14%**6%6%9%**9%11%12%9%

**4650384752**296480**185743144Fairly Satisfied
**34%32%26%31%31%**34%35%31%**37%35%43%32%

**5570856774**4293134**186439218Very Satisfied
**41%45%58%44%44%**50%50%52%**38%39%38%49%

ab

Don't Know (DO NOT READ
**8115911**7816**512431OUT)
**6%7%3%6%7%**9%4%6%**11%7%4%7%

**101120123113126**71157214**3612182362NET: Satisfied
**75%76%84%75%75%**84%86%82%**75%75%82%81%

ab

**754118**177**211313NET: Dissatisfied
**6%3%3%7%5%**1%4%3%**5%7%3%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********3-****-1-4Very Dissatisfied
********3%-%****-%1%-%1%

a

********55****12110Fairly Dissatisfied
********4%3%****1%3%2%2%

Neither Satisfied Nor
********1621****95642Dissatisfied
********13%14%****10%8%7%9%

********4043****311419144Fairly Satisfied
********34%29%****33%22%23%32%

********4668****524151218Very Satisfied
********39%46%****55%65%63%49%

Don't Know (DO NOT READ
********811****1*331OUT)
********7%7%****1%1%4%7%

********86111****825670362NET: Satisfied
********72%75%****88%87%87%81%

********85****12113NET: Dissatisfied
********7%3%****1%4%2%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

13**-**343434444Very Dissatisfied
*%4%**-%**2%1%1%1%1%1%1%1%1%

b

72**7**29610810101010Fairly Dissatisfied
3%4%**3%**2%2%2%2%2%2%3%2%2%

Neither Satisfied Nor
238**23**93720383133273342Dissatisfied
11%11%**10%**6%9%7%9%8%8%8%8%9%

5923**66**57137102141128139119139144Fairly Satisfied
27%34%**28%**37%32%33%33%33%33%34%33%32%

11827**125**73206161210194209163205218Very Satisfied
54%40%**53%**47%49%52%49%50%49%46%49%49%

Don't Know (DO NOT READ
125**15**103118272631293131OUT)

5%7%**6%**6%7%6%6%7%7%8%7%7%

17750**192**130343263351321348282344362NET: Satisfied
81%74%**81%**84%81%85%82%83%82%80%82%81%

85**7**6139131113131313NET: Dissatisfied
4%8%**3%**4%3%3%3%3%3%4%3%3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

31****-12*3**-4Very Dissatisfied
1%*%*%***%-%1%2%*%4%**-%1%

acb

279**145136**110Fairly Dissatisfied
1%3%4%**1%5%2%1%1%7%***%2%

b

Neither Satisfied Nor
192322**1433181923**1842Dissatisfied

8%11%9%**10%5%12%8%5%25%**5%9%

b

846075**5025893011134**131144Fairly Satisfied
36%28%31%**34%33%34%29%31%37%**34%32%

104114116**76361265219424**208218Very Satisfied
45%53%48%**52%48%48%49%54%26%**54%49%

a

Don't Know (DO NOT READ
211020**571111301**2731OUT)

9%5%8%**4%10%4%10%8%1%**7%7%

ba

189174191**126622158230558**339362NET: Satisfied
81%81%79%**86%81%82%79%85%63%**88%81%

a

589**1463410**113NET: Dissatisfied
2%4%4%**1%5%2%3%1%10%***%3%

b
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************4Very Dissatisfied
************************1%

************************10Fairly Dissatisfied
************************2%

Neither Satisfied Nor
************************42Dissatisfied
************************9%

cgcgcdgk

************************144Fairly Satisfied
************************32%

bcdefidei

************************218Very Satisfied
************************49%

bhbghjbh

Don't Know (DO NOT READ
************************31OUT)
************************7%

adgadg

************************362NET: Satisfied
************************81%

babfijklbb

************************13NET: Dissatisfied
************************3%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

*-*34Very Dissatisfied
*%-%*%3%1%

13*510Fairly Dissatisfied
1%3%*%5%2%

b

Neither Satisfied Nor
81491142Dissatisfied
6%11%10%10%9%

41472433144Fairly Satisfied
34%37%25%30%32%

55585451218Very Satisfied
46%46%58%47%49%

Don't Know (DO NOT READ
1446631OUT)
12%3%7%6%7%

c

961067883362NET: Satisfied
80%83%83%77%81%

231813NET: Dissatisfied
1%3%1%7%3%

bd
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******41******910Very Dissatisfied
******3%1%1%****2%2%2%

******11******44Fairly Dissatisfied
*******%1%3%****4%1%1%

abc

Neither Satisfied Nor
******10181****15354Dissatisfied
******8%12%7%****8%12%12%

b

******37475****3132137Fairly Satisfied
******29%32%29%****28%31%31%

******72709****6213222Very Satisfied
******56%48%55%****53%49%49%

ee

Don't Know (DO NOT READ
******4111****12122OUT)
******3%7%6%****6%5%5%

******11011814****9345359NET: Satisfied
******86%79%84%****81%80%80%

ee

******521****11314NET: Dissatisfied
******4%1%4%****6%3%3%

abc
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

-****9******************10Very Dissatisfied
-%****2%******************2%

-****4******************4Fairly Dissatisfied
-%****1%******************1%

Neither Satisfied Nor
3****45******************54Dissatisfied

23%****11%******************12%

hijhhhhi

2****125******************137Fairly Satisfied
14%****32%******************31%

mflmm

9****191******************222Very Satisfied
57%****49%******************49%

ii

Don't Know (DO NOT READ
1****20******************22OUT)
7%****5%******************5%

11****317******************359NET: Satisfied
71%****80%******************80%

-****13******************14NET: Dissatisfied
-%****3%******************3%

mflm
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**855*****5****2**10Very Dissatisfied
**2%5%1%*%****3%****3%**2%

a

**4-41****4****-**4Fairly Dissatisfied
**1%-%1%1%****2%****-%**1%

Neither Satisfied Nor
**50144025****15****7**54Dissatisfied
**12%15%11%22%****8%****10%**12%

be

**1233010731****67****22**137Fairly Satisfied
**30%33%30%27%****34%****29%**31%

**2033818452****97****37**222Very Satisfied
**50%41%52%46%****50%****51%**49%

b

Don't Know (DO NOT READ
**196165****7****5**22OUT)
**5%6%5%4%****4%****7%**5%

**3276829184****164****59**359NET: Satisfied
**80%74%82%73%****84%****80%**80%

h

**12591****9****2**14NET: Dissatisfied
**3%5%3%1%****4%****3%**3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

3*6**1010Very Dissatisfied
2%1%3%**2%2%

1*4**44Fairly Dissatisfied
*%*%2%**1%1%

Neither Satisfied Nor
14928**4954Dissatisfied
10%12%13%**11%12%

451972**135137Fairly Satisfied
30%26%33%**31%31%

774099**212222Very Satisfied
52%55%46%**50%49%

Don't Know (DO NOT READ
858**1822OUT)
6%7%4%**4%5%

12259171**348359NET: Satisfied
82%80%79%**81%80%

4110**1414NET: Dissatisfied
2%1%5%**3%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

532****9************5510Very Dissatisfied
3%1%2%****2%************4%2%2%

3*1****1*************14Fairly Dissatisfied
2%*%1%*****%*************%*%1%

abiabi

Neither Satisfied Nor
172710****52************153754Dissatisfied
11%14%10%****12%************12%13%12%

377030****131************31100137Fairly Satisfied
24%34%33%****31%************25%34%31%

c

849246****204************66138222Very Satisfied
54%45%50%****49%************54%47%49%

Don't Know (DO NOT READ
8113****20************71322OUT)
5%5%3%****5%************5%5%5%

12116177****335************97238359NET: Satisfied
78%80%83%****80%************78%81%80%

833****11************5614NET: Dissatisfied
5%1%3%****3%************4%2%3%

baiai
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************893583510Very Dissatisfied
************3%3%3%2%3%2%2%2%

*************4141114Fairly Dissatisfied
*************%1%1%1%*%*%*%1%

Neither Satisfied Nor
************353183737333654Dissatisfied
************13%11%9%12%14%18%16%12%

ef

************84893388927268137Fairly Satisfied
************32%31%36%28%34%38%30%31%

d

************1241453616612671106222Very Satisfied
************48%50%40%53%46%38%47%49%

bbe

Don't Know (DO NOT READ
************101210141171022OUT)
************4%4%11%4%4%4%5%5%

abcdf

************20823469254219143175359NET: Satisfied
************80%81%76%81%79%76%77%80%

************81431094614NET: Dissatisfied
************3%5%4%3%3%2%3%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**241***************510Very Dissatisfied
**7%7%1%*%**************2%2%

aba

***-1***************44Fairly Dissatisfied
**1%-%1%*%**************1%1%

Neither Satisfied Nor
**29719**************3554Dissatisfied
**7%15%9%19%**************11%12%

d

**11172935**************87137Fairly Satisfied
**33%27%37%35%**************29%31%

**15313644**************158222Very Satisfied
**43%49%46%45%**************52%49%

Don't Know (DO NOT READ
**3161**************1422OUT)
**8%2%8%1%**************5%5%

aa

**26486679**************245359NET: Satisfied
**77%76%82%80%**************81%80%

**3411**************914NET: Dissatisfied
**8%7%1%1%**************3%3%

aa
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
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Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

-873-**5**41--10Very Dissatisfied
-%3%3%1%-%**2%**7%1%-%-%2%

abc

*132***4**2*114Fairly Dissatisfied
1%*%1%1%*%**2%**4%*%2%1%1%

Neither Satisfied Nor
112639158**29**51081254Dissatisfied
22%12%16%7%12%**12%**9%11%15%12%12%

aa

1874706722**64**1531834137Fairly Satisfied
34%33%30%32%34%**26%**25%33%16%33%31%

bb

2110610511735**130**32463153222Very Satisfied
39%47%44%55%54%**53%**53%50%61%51%49%

b

Don't Know (DO NOT READ
29148***14**233422OUT)
4%4%6%4%*%**6%**3%4%5%4%5%

c

3918017618356**194**46774087359NET: Satisfied
74%81%74%87%87%**79%**78%84%77%84%80%

b

*895***9**711114NET: Dissatisfied
1%4%4%2%*%**4%**11%1%2%1%3%

ac
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**-525-**75-10Very Dissatisfied
**-%2%2%2%-%**4%3%-%2%

***1*32**1*24Fairly Dissatisfied
***%*%*%1%2%***%*%2%1%

Neither Satisfied Nor
**43215325**2425554Dissatisfied
**10%15%14%14%6%**13%16%7%12%

aa

**1967396227**563821137Fairly Satisfied
**44%32%37%27%32%**29%24%26%31%

**15944911549**948448222Very Satisfied
**35%45%46%50%58%**49%53%60%49%

Don't Know (DO NOT READ
**510*122**95422OUT)
**12%5%*%5%2%**5%3%5%5%

aba

**351608817776**15112269359NET: Satisfied
**78%77%83%77%90%**79%77%86%80%

b

***6382**86214NET: Dissatisfied
***%3%2%4%2%**4%4%2%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**65235**-55**23310Very Dissatisfied
**5%3%2%2%3%**-%3%2%**5%2%3%2%

**1*211***4****1*4Fairly Dissatisfied
**1%*%1%*%*%***%2%*%***%*%*%1%

a

Neither Satisfied Nor
**1822202428**111330**5291254Dissatisfied
**13%14%14%16%16%**13%7%11%**10%18%12%12%

**4248355347**245778**226248137Fairly Satisfied
**32%31%24%35%28%**28%31%30%**46%38%48%31%

c

**6075846480**4397137**166036222Very Satisfied
**45%47%57%42%48%**51%53%53%**33%37%36%49%

b

Don't Know (DO NOT READ
**78368**769**37222OUT)
**5%5%2%4%5%**8%3%4%**6%4%2%5%

**102123119117127**67154216**3812284359NET: Satisfied
**76%78%81%78%76%**79%84%83%**79%75%84%80%

**75446***106**24314NET: Dissatisfied
**5%3%3%3%3%***%5%2%**5%3%3%3%

c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********75****22210Very Dissatisfied
********6%3%****2%3%3%2%

********1*****-214Fairly Dissatisfied
*********%*%****-%3%2%1%

Neither Satisfied Nor
********2023****144754Dissatisfied
********17%16%****15%7%9%12%

********4145****251720137Fairly Satisfied
********34%31%****27%27%25%31%

********4467****513848222Very Satisfied
********37%46%****55%60%59%49%

Don't Know (DO NOT READ
********77****1*222OUT)
********6%5%****1%1%2%5%

********85113****775568359NET: Satisfied
********72%76%****82%87%84%80%

********75****24314NET: Dissatisfied
********6%3%****2%6%4%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

45**3**398101088810Very Dissatisfied
2%8%**1%**2%2%2%2%2%2%2%2%2%

b

11*****-4*444244Fairly Dissatisfied
*%2%***%**-%1%*%1%1%1%1%1%1%

Neither Satisfied Nor
316**28**174833484547424754Dissatisfied
14%8%**12%**11%11%11%11%11%11%12%11%12%

5824**69**5013395135122133115131137Fairly Satisfied
26%36%**29%**33%31%31%31%31%31%33%31%31%

11728**124**76207161215192212164210222Very Satisfied
53%41%**53%**49%49%52%50%49%50%47%50%49%

Don't Know (DO NOT READ
84**11**82212181722202222OUT)
4%5%**5%**5%5%4%4%4%5%6%5%5%

17652**193**126340256349314345279341359NET: Satisfied
80%77%**82%**82%80%83%81%81%81%79%81%80%

56**3**3148141412101214NET: Dissatisfied
2%9%**1%**2%3%3%3%3%3%3%3%3%

b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

361**724419**210Very Dissatisfied
1%3%*%**5%3%1%4%*%10%***%2%

ccb

131****22-4**-4Fairly Dissatisfied
1%1%1%***%*%1%2%-%5%**-%1%

acb

Neither Satisfied Nor
322228**18637112825**2554Dissatisfied
14%10%12%**12%8%14%11%8%28%**7%12%

b

716671**462383319938**123137Fairly Satisfied
30%31%29%**32%30%32%30%28%41%**32%31%

b

110112129**71401304720814**217222Very Satisfied
47%52%53%**49%53%50%46%58%16%**56%49%

a

Don't Know (DO NOT READ
17513**457821***1822OUT)

7%2%5%**3%6%3%8%6%*%**5%5%

aba

181178200**118632137930752**340359NET: Satisfied
77%83%82%**80%83%81%75%86%57%**88%80%

a

592**7257113**214NET: Dissatisfied
2%4%1%**5%3%2%6%*%15%***%3%

ccbb
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************10Very Dissatisfied
************************2%

gijk

************************4Fairly Dissatisfied
************************1%

i

Neither Satisfied Nor
************************54Dissatisfied
************************12%

ggegeggegeg

************************137Fairly Satisfied
************************31%

f

************************222Very Satisfied
************************49%

ababab

Don't Know (DO NOT READ
************************22OUT)
************************5%

************************359NET: Satisfied
************************80%

abcdefhijk

l

************************14NET: Dissatisfied
************************3%

iki
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

*-6310Very Dissatisfied
*%-%7%3%2%

cd

1**34Fairly Dissatisfied
1%*%*%3%1%

Neither Satisfied Nor
101781954Dissatisfied

8%14%8%18%12%

bd

39442034137Fairly Satisfied
33%35%21%31%31%

b

58625645222Very Satisfied
49%49%60%42%49%

a

Don't Know (DO NOT READ
1134422OUT)

9%2%5%4%5%

c

971077680359NET: Satisfied
81%84%80%73%80%

a

2*6614NET: Dissatisfied
1%*%7%5%3%

cdc
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******42-****-77Very Dissatisfied
******3%2%-%****-%2%2%

******-4******67Fairly Dissatisfied
******-%3%2%****1%1%1%

Neither Satisfied Nor
******13112****13839Dissatisfied
******10%8%9%****12%9%9%

c

******28384****2123126Fairly Satisfied
******22%25%22%****21%28%28%

ab

******736410****7207217Very Satisfied
******57%44%63%****64%48%48%

eaa

Don't Know (DO NOT READ
******10281*****5252OUT)
******8%19%4%****2%12%12%

bbbe

******10110214****10329343NET: Satisfied
******79%69%85%****85%76%76%

abea

******46******1414NET: Dissatisfied
******3%4%2%****1%3%3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

-****6******************7Very Dissatisfied
-%****2%******************2%

1****4******************7Fairly Dissatisfied
4%****1%******************1%

j

Neither Satisfied Nor
1****35******************39Dissatisfied

10%****9%******************9%

4****116******************126Fairly Satisfied
23%****29%******************28%

ll

8****187******************217Very Satisfied
55%****47%******************48%

gijk

Don't Know (DO NOT READ
1****47******************52OUT)
8%****12%******************12%

ciliicilil

12****303******************343NET: Satisfied
78%****77%******************76%

kkgk

1****10******************14NET: Dissatisfied
4%****3%******************3%

fjf
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**7352****3****2**7Very Dissatisfied
**2%3%1%2%****1%****3%**2%

**6342****3*******7Fairly Dissatisfied
**1%3%1%2%****2%*****%**1%

Neither Satisfied Nor
**32122710****13****9**39Dissatisfied
**8%13%8%9%****7%****12%**9%

a

**116289937****53****19**126Fairly Satisfied
**28%30%28%33%****27%****25%**28%

**1994517250****101****35**217Very Satisfied
**49%49%48%44%****52%****48%**48%

Don't Know (DO NOT READ
**4825112****20****8**52OUT)
**12%2%14%11%****10%****11%**12%

b

**3167327187****155****54**343NET: Satisfied
**77%79%76%76%****80%****73%**76%

**13594****6****2**14NET: Dissatisfied
**3%6%2%4%****3%****3%**3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

3-5**57Very Dissatisfied
2%-%2%**1%2%

133**77Fairly Dissatisfied
*%4%1%**2%1%

Neither Satisfied Nor
11721**3939Dissatisfied

8%9%10%**9%9%

313065**122126Fairly Satisfied
21%41%30%**28%28%

cc

843097**208217Very Satisfied
57%41%45%**48%48%

ab

Don't Know (DO NOT READ
18426**4852OUT)
12%6%12%**11%12%

11560163**330343NET: Satisfied
78%82%75%**77%76%

337**1214NET: Dissatisfied
2%4%3%**3%3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
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Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

512****7************537Very Dissatisfied
3%*%2%****2%************4%1%2%

ba

151****7************167Fairly Dissatisfied
*%3%1%****2%************1%2%1%

Neither Satisfied Nor
131314****34************82639Dissatisfied

8%6%15%****8%************6%9%9%

bb

495424****116************3977126Fairly Satisfied
32%27%26%****28%************31%26%28%

7810633****202************63139217Very Satisfied
50%52%36%****48%************51%47%48%

aa

Don't Know (DO NOT READ
92419****51************84352OUT)
6%12%21%****12%************7%15%12%

cb

12716057****318************102216343NET: Satisfied
82%79%62%****76%************83%74%76%

aaa

563****14************5814NET: Dissatisfied
4%3%3%****3%************4%3%3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************75257357Very Dissatisfied
************3%2%2%1%3%1%2%2%

************53125557Fairly Dissatisfied
************2%1%1%1%2%3%2%1%

Neither Satisfied Nor
************242692227202339Dissatisfied
************9%9%10%7%10%11%10%9%

************80883193885873126Fairly Satisfied
************31%30%34%30%32%31%32%28%

************114146431611187899217Very Satisfied
************44%50%48%51%43%41%44%48%

b

Don't Know (DO NOT READ
************302443230252252OUT)
************12%8%5%10%11%13%10%12%

ee

************19323474254206136172343NET: Satisfied
************74%80%82%80%75%72%76%76%

bbb

************137371371014NET: Dissatisfied
************5%3%4%2%5%4%4%3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**2221**************57Very Dissatisfied
**7%4%2%1%**************2%2%

a

**-5-1**************27Fairly Dissatisfied
**-%8%-%1%**************1%1%

abd

Neither Satisfied Nor
**39412**************2039Dissatisfied
**8%14%5%12%**************7%9%

**13163227**************87126Fairly Satisfied
**37%25%41%27%**************29%28%

**14263246**************157217Very Satisfied
**42%41%40%47%**************52%48%

Don't Know (DO NOT READ
**25913**************3252OUT)
**7%8%12%13%**************11%12%

**27426473**************244343NET: Satisfied
**79%66%81%74%**************81%76%

**2721**************714NET: Dissatisfied
**7%11%2%1%**************2%3%

ab
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

2561-**4**4*--7Very Dissatisfied
4%2%3%*%-%**2%**7%1%-%-%2%

ac

2334-**2**111-7Fairly Dissatisfied
4%2%1%2%-%**1%**1%1%1%-%1%

Neither Satisfied Nor
52223167**16**483839Dissatisfied

10%10%10%8%10%**6%**6%9%5%7%9%

1573616518**73**2225934126Fairly Satisfied
29%33%26%31%27%**29%**38%27%18%32%28%

b

181001209727**133**27523245217Very Satisfied
35%45%50%46%42%**54%**46%57%62%43%48%

a

Don't Know (DO NOT READ
1020252813**19**1571852OUT)
19%9%10%13%21%**8%**2%6%13%17%12%

aadcd

3317318116244**205**50774278343NET: Satisfied
64%77%76%77%69%**83%**84%84%81%75%76%

bc

4995-**6**511-14NET: Dissatisfied
7%4%4%2%-%**3%**8%1%1%-%3%

ac
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**-435-**55-7Very Dissatisfied
**-%2%2%2%-%**3%3%-%2%

**1522-**32-7Fairly Dissatisfied
**1%3%2%1%-%**2%1%-%1%

Neither Satisfied Nor
**42312175**2214339Dissatisfied
**10%11%12%7%6%**11%9%4%9%

**1564326627**574526126Fairly Satisfied
**34%31%30%29%32%**30%28%32%28%

**22934811741**877839217Very Satisfied
**51%45%45%51%49%**45%50%49%48%

Don't Know (DO NOT READ
**11992210**17141152OUT)
**3%9%9%10%12%**9%9%14%12%

**381577918368**14412365343NET: Satisfied
**85%75%75%80%81%**75%78%82%76%

**1957-**97-14NET: Dissatisfied
**1%4%4%3%-%**5%4%-%3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
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Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**43233**-55**2327Very Dissatisfied
**3%2%1%2%2%**-%3%2%**5%2%2%2%

**42155**112**1527Fairly Dissatisfied
**3%1%1%3%3%**2%*%1%**1%3%2%1%

Neither Satisfied Nor
**141991520**7920**6181239Dissatisfied
**10%12%6%10%12%**9%5%8%**12%11%12%9%

**3849474654**315576**164723126Fairly Satisfied
**29%31%32%31%32%**36%30%29%**33%29%23%28%

**6172726776**4093128**187048217Very Satisfied
**46%46%49%44%45%**47%51%49%**37%43%47%48%

Don't Know (DO NOT READ
**1212151610**52230**6201452OUT)
**9%8%11%10%6%**6%12%11%**12%12%14%12%

**99121119114130**71148204**3311771343NET: Satisfied
**74%77%81%75%77%**83%81%78%**70%72%71%76%

**85378**157**37414NET: Dissatisfied
**6%3%2%5%5%**2%3%3%**6%5%4%3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
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Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********52****2227Very Dissatisfied
********4%1%****2%3%3%2%

********52****11*7Fairly Dissatisfied
********4%2%****1%2%*%1%

Neither Satisfied Nor
********1419****73239Dissatisfied
********11%13%****8%5%3%9%

********3748****322024126Fairly Satisfied
********31%32%****35%31%29%28%

********5167****403245217Very Satisfied
********43%45%****43%51%56%48%

Don't Know (DO NOT READ
********810****115852OUT)
********6%7%****12%8%9%12%

********87115****735269343NET: Satisfied
********74%78%****77%82%85%76%

********104****33214NET: Dissatisfied
********8%3%****3%5%3%3%

a
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

33**1**575777777Very Dissatisfied
1%4%***%**3%2%2%2%2%2%2%2%2%

61**5**375766667Fairly Dissatisfied
3%1%**2%**2%2%2%2%2%1%2%1%1%

Neither Satisfied Nor
1710**17**153729393237333739Dissatisfied

8%15%**7%**9%9%10%9%8%9%9%9%9%

5822**66**481188211410911798115126Fairly Satisfied
26%32%**28%**31%28%27%27%28%27%28%27%28%

11524**122**74208155213190209166207217Very Satisfied
52%35%**52%**48%49%50%50%49%49%47%49%48%

a

Don't Know (DO NOT READ
229**25**94733494549424952OUT)
10%13%**11%**6%11%11%11%12%12%12%12%12%

17246**187**122326237327299326264322343NET: Satisfied
78%68%**80%**79%77%77%76%77%77%75%76%76%

93**5**91411141313131314NET: Dissatisfied
4%5%**2%**6%3%3%3%3%3%4%3%3%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

522**323235**17Very Dissatisfied
2%1%1%**2%3%1%2%1%5%***%2%

b

336**123143**17Fairly Dissatisfied
1%1%2%**1%3%1%1%1%3%***%1%

Neither Satisfied Nor
192017**1752771821**2539Dissatisfied

8%9%7%**11%6%10%7%5%23%**7%9%

b

666069**3625663610224**115126Fairly Satisfied
28%28%28%**25%32%25%34%29%26%**30%28%

113104122**70321295219027**203217Very Satisfied
48%48%50%**48%42%49%50%53%29%**53%48%

a

Don't Know (DO NOT READ
282528**20103464112**4052OUT)
12%12%11%**14%13%13%5%11%13%**11%12%

a

179164191**106571958829251**318343NET: Satisfied
76%77%79%**72%75%74%85%82%56%**83%76%

ba

958**456367**114NET: Dissatisfied
4%2%3%**3%6%2%3%2%8%***%3%

b
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************7Very Dissatisfied
************************2%

ij

************************7Fairly Dissatisfied
************************1%

Neither Satisfied Nor
************************39Dissatisfied
************************9%

************************126Fairly Satisfied
************************28%

cfbcfhjkcf

************************217Very Satisfied
************************48%

ggggggabghij

Don't Know (DO NOT READ
************************52OUT)
************************12%

cdcddcdddcdcdel

************************343NET: Satisfied
************************76%

bbbfhij

************************14NET: Dissatisfied
************************3%

j
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

-2237Very Dissatisfied
-%2%3%3%2%

-4*27Fairly Dissatisfied
-%3%*%2%1%

Neither Satisfied Nor
10147839Dissatisfied

8%11%8%8%9%

35432425126Fairly Satisfied
29%34%25%23%28%

59485456217Very Satisfied
49%38%57%52%48%

cc

Don't Know (DO NOT READ
161671452OUT)
13%13%7%13%12%

94917781343NET: Satisfied
79%72%82%75%76%

-63514NET: Dissatisfied
-%5%3%5%3%

dd
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******4*-****-55Very Dissatisfied
******3%*%-%****-%1%1%

******27******1414Fairly Dissatisfied
******2%5%1%****2%3%3%

Neither Satisfied Nor
******591****12122Dissatisfied
******4%6%8%****11%5%5%

a

******34255****4107112Fairly Satisfied
******27%17%32%****32%25%25%

abc

******68769****6227236Very Satisfied
******53%51%55%****53%52%53%

eee

Don't Know (DO NOT READ
******15301*****5960OUT)
******11%20%4%****2%14%13%

be

******10210114****10334348NET: Satisfied
******80%68%87%****85%77%78%

aa

******67******1919NET: Dissatisfied
******5%5%1%****2%4%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

-****4******************5Very Dissatisfied
-%****1%******************1%

1****10******************14Fairly Dissatisfied
7%****3%******************3%

Neither Satisfied Nor
*****17******************22Dissatisfied
1%****4%******************5%

ffjmf

5****101******************112Fairly Satisfied
32%****26%******************25%

kl

8****210******************236Very Satisfied
52%****53%******************53%

kkkkk

Don't Know (DO NOT READ
1****52******************60OUT)
8%****13%******************13%

cijmiiii

13****311******************348NET: Satisfied
84%****79%******************78%

kkkkkkkgk

1****15******************19NET: Dissatisfied
7%****4%******************4%

chj
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**533-****3****2**5Very Dissatisfied
**1%3%1%-%****1%****3%**1%

**112113****7****2**14Fairly Dissatisfied
**3%3%3%3%****4%****3%**3%

Neither Satisfied Nor
**1910128****6****3**22Dissatisfied
**5%11%3%7%****3%****4%**5%

a

**107268731****47****16**112Fairly Satisfied
**26%28%24%27%****24%****21%**25%

**2144818863****106****42**236Very Satisfied
**52%52%53%55%****54%****57%**53%

Don't Know (DO NOT READ
**5145610****26****8**60OUT)
**13%4%16%8%****13%****11%**13%

b

**3217327593****152****58**348NET: Satisfied
**79%80%77%82%****78%****79%**78%

**175143****10****4**19NET: Dissatisfied
**4%6%4%3%****5%****6%**4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

3-3**55Very Dissatisfied
2%-%1%**1%1%

327**1414Fairly Dissatisfied
2%3%3%**3%3%

Neither Satisfied Nor
6610**2222Dissatisfied
4%8%5%**5%5%

271966**108112Fairly Satisfied
18%26%31%**25%25%

c

8741102**222236Very Satisfied
59%56%47%**52%53%

a

Don't Know (DO NOT READ
21629**5860OUT)
14%8%13%**13%13%

11460168**330348NET: Satisfied
78%82%77%**77%78%

6210**1919NET: Dissatisfied
4%3%5%**4%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

51-****5************515Very Dissatisfied
3%*%-%****1%************4%*%1%

ba

482****14************41014Fairly Dissatisfied
2%4%3%****3%************3%3%3%

Neither Satisfied Nor
5134****21************51722Dissatisfied
4%6%4%****5%************4%6%5%

394925****103************2974112Fairly Satisfied
25%24%27%****25%************23%25%25%

9210440****217************73144236Very Satisfied
60%51%44%****52%************59%49%53%

a

Don't Know (DO NOT READ
102921****58************95060OUT)

6%14%23%****14%************7%17%13%

ccbbj

13115365****319************102217348NET: Satisfied
85%75%71%****76%************82%74%78%

abaiai

982****19************91019NET: Dissatisfied
6%4%3%****5%************7%4%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************55255335Very Dissatisfied
************2%2%2%1%2%1%1%1%

************10103510101014Fairly Dissatisfied
************4%3%3%2%4%5%4%3%

d

Neither Satisfied Nor
************171241517111522Dissatisfied
************6%4%4%5%6%6%6%5%

************67743073765560112Fairly Satisfied
************26%26%33%23%28%29%26%25%

d

************1281614718113384114236Very Satisfied
************49%55%52%57%48%44%50%53%

bbc

Don't Know (DO NOT READ
************342853734262660OUT)
************13%10%6%12%12%14%11%13%

ee

************19423577254209138174348NET: Satisfied
************75%81%85%81%76%74%76%78%

bc

************151551015121319NET: Dissatisfied
************6%5%5%3%6%7%6%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**22-1**************55Very Dissatisfied
**7%4%-%1%**************2%1%

ab

***631**************514Fairly Dissatisfied
**1%10%3%1%**************2%3%

ad

Neither Satisfied Nor
**2339**************1422Dissatisfied
**6%5%4%9%**************5%5%

**13172224**************70112Fairly Satisfied
**38%27%28%24%**************23%25%

**14254153**************172236Very Satisfied
**41%40%52%53%**************57%53%

Don't Know (DO NOT READ
**391012**************3760OUT)
**8%15%13%12%**************12%13%

**27426476**************242348NET: Satisfied
**79%67%80%77%**************80%78%

**2931**************1019NET: Dissatisfied
**7%14%3%1%**************3%4%

ab
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

-541-**4**4*--5Very Dissatisfied
-%2%2%*%-%**2%**7%1%-%-%1%

ac

28310***3**111314Fairly Dissatisfied
4%4%1%5%1%**1%**1%1%1%3%3%

b

Neither Satisfied Nor
4131487**8**173422Dissatisfied
8%6%6%4%10%**3%**2%7%5%4%5%

a

1957644815**57**1127824112Fairly Satisfied
37%25%27%23%23%**23%**19%29%16%23%25%

1911412710827**153**41493353236Very Satisfied
37%51%54%51%41%**62%**69%54%65%51%53%

ca

Don't Know (DO NOT READ
727253516**21**1772060OUT)

14%12%10%17%24%**9%**2%8%13%19%13%

adcd

3917019215642**211**52764277348NET: Satisfied
74%76%81%74%65%**86%**88%83%81%74%78%

ca

213811***7**521319NET: Dissatisfied
4%6%3%5%1%**3%**8%2%1%3%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**-235-**55-5Very Dissatisfied
**-%1%2%2%-%**3%3%-%1%

**410533**54-14Fairly Dissatisfied
**8%5%5%1%3%**3%3%-%3%

Neither Satisfied Nor
**2148114**149322Dissatisfied
**5%7%8%5%5%**7%6%3%5%

**1155265518**453219112Fairly Satisfied
**25%26%25%24%22%**23%20%24%25%

**261045413049**1029247236Very Satisfied
**59%50%51%57%58%**53%58%59%53%

Don't Know (DO NOT READ
**123102610**20161160OUT)
**3%11%9%11%12%**11%10%14%13%

**371598018567**14712466348NET: Satisfied
**84%76%76%81%80%**77%79%83%78%

**412883**119-19NET: Dissatisfied
**8%6%7%3%3%**6%6%-%4%

a
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**43233**-55**2325Very Dissatisfied
**3%2%1%2%2%**-%3%2%**5%2%2%1%

**974910**435**19514Fairly Dissatisfied
**6%4%3%6%6%**5%2%2%**2%6%5%3%

Neither Satisfied Nor
**796813**6712**210822Dissatisfied
**6%6%4%5%8%**7%4%4%**4%6%8%5%

**3743304039**234160**174627112Fairly Satisfied
**28%27%21%27%23%**27%22%23%**36%29%27%25%

**6482897391**46106145**197244236Very Satisfied
**48%52%61%48%54%**55%58%56%**40%44%44%53%

b

Don't Know (DO NOT READ
**1215151812**52234**6211360OUT)
**9%9%11%12%7%**6%12%13%**12%13%13%13%

**101125119114130**70147205**3711872348NET: Satisfied
**76%79%81%75%77%**82%80%79%**77%73%71%78%

**13961212**4810**312719NET: Dissatisfied
**10%6%4%8%7%**5%4%4%**7%7%7%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********52****2225Very Dissatisfied
********4%1%****2%3%3%1%

********107****31-14Fairly Dissatisfied
********8%4%****3%2%-%3%

Neither Satisfied Nor
********712****62222Dissatisfied
********6%8%****6%3%2%5%

********3740****211415112Fairly Satisfied
********31%27%****22%22%18%25%

********5276****514055236Very Satisfied
********44%51%****54%62%68%53%

Don't Know (DO NOT READ
********812****115860OUT)
********6%8%****12%8%9%13%

********89115****725370348NET: Satisfied
********75%78%****76%84%86%78%

********149****53219NET: Dissatisfied
********12%6%****6%5%3%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

33**1**355555555Very Dissatisfied
1%4%***%**2%1%2%1%1%1%1%1%1%

121**10**4139141211111114Fairly Dissatisfied
5%1%**4%**2%3%3%3%3%3%3%3%3%

Neither Satisfied Nor
89**8**102013221922222222Dissatisfied
3%13%**3%**7%5%4%5%5%5%6%5%5%

b

5211**55**41107751079910490103112Fairly Satisfied
23%16%**23%**27%25%24%25%26%25%25%24%25%

12236**134**85224174227204225177223236Very Satisfied
56%53%**57%**55%53%56%53%52%53%50%53%53%

Don't Know (DO NOT READ
249**28**115434555057475760OUT)
11%13%**12%**7%13%11%13%13%14%13%14%13%

c

17447**189**126331249333303329267326348NET: Satisfied
79%69%**80%**82%78%80%78%78%78%76%77%78%

143**11**71914191716161619NET: Dissatisfied
7%5%**5%**4%4%4%4%4%4%5%4%4%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

32-**321215**15Very Dissatisfied
1%1%-%**2%3%*%2%*%5%***%1%

ccb

41010**448259**614Fairly Dissatisfied
2%5%4%**3%5%3%2%1%10%**1%3%

b

Neither Satisfied Nor
14811**61174139**1322Dissatisfied

6%4%5%**4%1%6%4%4%10%**3%5%

b

615163**341962328527**99112Fairly Satisfied
26%24%26%**23%25%23%30%24%30%**26%25%

120116126**77391365720828**219236Very Satisfied
51%54%52%**53%51%52%55%58%30%**57%53%

a

Don't Know (DO NOT READ
332733**22113974614**4860OUT)
14%13%13%**15%15%15%7%13%15%**12%13%

a

181167190**111581988929355**317348NET: Satisfied
77%78%78%**76%76%75%85%82%60%**82%78%

ba

71210**7694514**619NET: Dissatisfied
3%6%4%**5%8%4%4%2%15%**2%4%

b
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************5Very Dissatisfied
************************1%

************************14Fairly Dissatisfied
************************3%

k

Neither Satisfied Nor
************************22Dissatisfied
************************5%

cfgc

************************112Fairly Satisfied
************************25%

dfcdefijcdefij

************************236Very Satisfied
************************53%

aaaalabghijklabghil

Don't Know (DO NOT READ
************************60OUT)
************************13%

cdcdcdcdcdcdcdcdeg

************************348NET: Satisfied
************************78%

bfhiabfhijlbfhi

************************19NET: Dissatisfied
************************4%

kk
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

--235Very Dissatisfied
-%-%3%3%1%

182214Fairly Dissatisfied
1%7%2%2%3%

d

Neither Satisfied Nor
775322Dissatisfied
6%5%5%3%5%

31351432112Fairly Satisfied
26%28%15%30%25%

bb

62596155236Very Satisfied
52%46%65%50%53%

acd

Don't Know (DO NOT READ
191791460OUT)
16%14%10%13%13%

92947587348NET: Satisfied
77%74%80%80%78%

185519NET: Dissatisfied
1%7%5%5%4%

d
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******42******88Very Dissatisfied
******3%1%1%****1%2%2%

******2131*****1818Fairly Dissatisfied
******2%9%4%****4%4%4%

b

Neither Satisfied Nor
******14122****14446Dissatisfied
******11%8%10%****10%10%10%

******25424****3114118Fairly Satisfied
******19%28%25%****26%26%26%

b

******69568****6192200Very Satisfied
******53%38%52%****50%44%45%

eae

Don't Know (DO NOT READ
******14241****15758OUT)
******11%16%8%****9%13%13%

bc

******949813****9306318NET: Satisfied
******73%66%77%****75%71%71%

a

******7151****12627NET: Dissatisfied
******5%10%5%****5%6%6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

-****7******************8Very Dissatisfied
-%****2%******************2%

fjm

1****16******************18Fairly Dissatisfied
9%****4%******************4%

ek

Neither Satisfied Nor
2****41******************46Dissatisfied

11%****10%******************10%

ggggggijl

4****106******************118Fairly Satisfied
25%****27%******************26%

cfghjklmcf

7****176******************200Very Satisfied
46%****45%******************45%

eei

Don't Know (DO NOT READ
1****50******************58OUT)
9%****13%******************13%

iiiiii

11****281******************318NET: Satisfied
71%****71%******************71%

cccek

1****23******************27NET: Dissatisfied
9%****6%******************6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**6361****5****2**8Very Dissatisfied
**2%3%2%1%****3%****3%**2%

**183163****12****2**18Fairly Dissatisfied
**4%3%4%3%****6%****3%**4%

Neither Satisfied Nor
**38133318****14****5**46Dissatisfied
**9%15%9%16%****7%****7%**10%

ae

**113289029****50****21**118Fairly Satisfied
**28%30%25%25%****26%****28%**26%

b

**1814415749****87****37**200Very Satisfied
**44%48%44%43%****45%****50%**45%

Don't Know (DO NOT READ
**5225613****26****7**58OUT)
**13%2%16%12%****14%****10%**13%

b

**2947224778****137****57**318NET: Satisfied
**72%78%69%69%****70%****78%**71%

**255214****17****4**27NET: Dissatisfied
**6%6%6%4%****9%****6%**6%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 112  (continuation)                                                                                                                                                  Page 1911

Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

3*5**88Very Dissatisfied
2%1%2%**2%2%

925**1618Fairly Dissatisfied
6%3%2%**4%4%

a

Neither Satisfied Nor
91719**4446Dissatisfied
6%24%9%**10%10%

ac

351367**113118Fairly Satisfied
24%18%31%**26%26%

b

733394**191200Very Satisfied
49%45%43%**45%45%

Don't Know (DO NOT READ
19827**5658OUT)
13%10%12%**13%13%

10846161**304318NET: Satisfied
73%63%74%**71%71%

12210**2527NET: Dissatisfied
8%3%4%**6%6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

513****8************538Very Dissatisfied
3%*%3%****2%************4%1%2%

882****18************81018Fairly Dissatisfied
5%4%2%****4%************6%4%4%

Neither Satisfied Nor
18226****42************132846Dissatisfied
12%11%7%****10%************11%10%10%

414927****106************3076118Fairly Satisfied
27%24%29%****25%************24%26%26%

729336****188************59129200Very Satisfied
46%46%39%****45%************48%44%45%

Don't Know (DO NOT READ
112918****56************94758OUT)

7%14%20%****13%************7%16%13%

ccb

11314263****294************89205318NET: Satisfied
73%70%68%****70%************72%70%71%

1395****26************121427NET: Dissatisfied
8%5%5%****6%************10%5%6%

a
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************68366438Very Dissatisfied
************2%3%3%2%2%2%1%2%

************121011412101218Fairly Dissatisfied
************5%3%1%5%4%6%5%4%

Neither Satisfied Nor
************2429172926212246Dissatisfied
************9%10%19%9%10%11%10%10%

acdf

************67832881755463118Fairly Satisfied
************26%29%31%26%27%29%28%26%

************112128381511166898200Very Satisfied
************43%44%42%48%42%36%43%45%

b

Don't Know (DO NOT READ
************393343440313058OUT)
************15%11%4%11%14%16%13%13%

eeeee

************17921166232191122161318NET: Satisfied
************69%73%73%74%69%65%71%71%

b

************181842019141527NET: Dissatisfied
************7%6%4%6%7%8%6%6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**2211**************68Very Dissatisfied
**7%4%1%1%**************2%2%

**2353**************1418Fairly Dissatisfied
**6%5%6%3%**************5%4%

Neither Satisfied Nor
**4887**************2946Dissatisfied
**11%12%10%7%**************10%10%

**11132130**************79118Fairly Satisfied
**32%20%27%30%**************26%26%

**12233646**************141200Very Satisfied
**35%36%46%46%**************47%45%

Don't Know (DO NOT READ
**315913**************3458OUT)
**9%23%12%13%**************11%13%

d

**23365875**************220318NET: Satisfied
**67%56%72%76%**************73%71%

cc

**4554**************2027NET: Dissatisfied
**13%8%6%4%**************7%6%

a
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

16531**5**41-18Very Dissatisfied
1%3%2%1%1%**2%**7%1%-%1%2%

ac

210992**10**45-518Fairly Dissatisfied
4%5%4%4%3%**4%**7%6%-%5%4%

Neither Satisfied Nor
32328184**25**785746Dissatisfied
6%10%12%8%6%**10%**12%9%10%7%10%

1560714722**58**18191031118Fairly Satisfied
28%27%30%22%35%**24%**30%21%19%29%26%

25911059625**125**24533042200Very Satisfied
47%41%44%45%39%**51%**40%58%58%41%45%

ada

Don't Know (DO NOT READ
733193911**23**2671958OUT)

14%15%8%18%17%**10%**3%6%13%18%13%

bdcd

4015117614347**183**42724073318NET: Satisfied
75%68%74%68%73%**74%**70%78%77%70%71%

31615122**15**96-527NET: Dissatisfied
5%7%6%6%4%**6%**14%7%-%5%6%

b
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**-326***55*8Very Dissatisfied
**-%1%2%3%*%**3%3%*%2%

**510686**88318Fairly Dissatisfied
**11%5%6%3%8%**4%5%3%4%

Neither Satisfied Nor
**62010263**2013846Dissatisfied
**14%10%10%11%4%**10%8%11%10%

**1659325922**534121118Fairly Satisfied
**35%28%31%26%26%**27%26%27%26%

**14904210642**787237200Very Satisfied
**32%43%40%46%51%**41%46%46%45%

Don't Know (DO NOT READ
**326122410**27181058OUT)
**7%13%12%11%12%**14%11%13%13%

**301497416564**13111358318NET: Satisfied
**68%72%70%72%77%**68%72%73%71%

**5139146**1314327NET: Dissatisfied
**11%6%9%6%8%**7%9%3%6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**43233***56**2338Very Dissatisfied
**3%2%1%2%2%***%3%2%**5%2%3%2%

**7781010**8710**19918Fairly Dissatisfied
**6%4%6%7%6%**9%4%4%**1%5%9%4%

Neither Satisfied Nor
**1620111617**111425**6171046Dissatisfied
**12%13%8%11%10%**14%8%10%**13%10%10%10%

**3947394247**205067**134526118Fairly Satisfied
**29%30%27%27%28%**24%27%26%**27%28%26%26%

**4462695573**4283123**206237200Very Satisfied
**33%39%47%37%43%**49%45%47%**42%38%37%45%

Don't Know (DO NOT READ
**2319162519**42428**6261558OUT)
**17%12%11%16%11%**4%13%11%**12%16%15%13%

cc

**8310910997120**62133190**3310763318NET: Satisfied
**62%69%74%64%71%**73%72%73%**69%66%63%71%

b

**1210101412**81216**3121227NET: Dissatisfied
**9%6%7%9%7%**9%7%6%**6%7%12%6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********53****2228Very Dissatisfied
********4%2%****2%3%3%2%

********67****72118Fairly Dissatisfied
********5%5%****7%2%1%4%

a

Neither Satisfied Nor
********1517****66446Dissatisfied
********13%12%****6%9%5%10%

********3545****281725118Fairly Satisfied
********29%31%****29%26%31%26%

********4060****413040200Very Satisfied
********33%40%****44%48%49%45%

Don't Know (DO NOT READ
********1816****107958OUT)
********15%11%****11%11%12%13%

********74105****694765318NET: Satisfied
********63%71%****74%74%80%71%

********1110****94327NET: Dissatisfied
********9%7%****9%6%3%6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

43**3**388886668Very Dissatisfied
2%5%**1%**2%2%3%2%2%2%2%2%2%

94**9**101610171818171818Fairly Dissatisfied
4%6%**4%**7%4%3%4%5%4%5%4%4%

Neither Satisfied Nor
1712**24**194532443945434546Dissatisfied

8%17%**10%**13%11%10%10%10%11%12%11%10%

b

5715**62**44110791129910994108118Fairly Satisfied
26%23%**26%**29%26%25%26%25%26%27%26%26%

10323**109**63192141194175191142189200Very Satisfied
47%34%**46%**41%45%45%45%45%45%40%45%45%

Don't Know (DO NOT READ
3010**29**145139555055495558OUT)
14%15%**12%**9%12%13%13%13%13%14%13%13%

16038**171**108302219306274301236297318NET: Satisfied
73%57%**73%**70%71%71%71%70%71%67%71%71%

a

137**11**132519252725232527NET: Dissatisfied
6%11%**5%**9%6%6%6%7%6%7%6%6%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

441**524217**38Very Dissatisfied
2%2%*%**3%3%2%2%*%8%**1%2%

ccb

13511**5*162154**1218Fairly Dissatisfied
6%2%4%**4%*%6%2%4%4%**3%4%

c

Neither Satisfied Nor
212524**16824143016**3346Dissatisfied

9%12%10%**11%11%9%13%8%18%**9%10%

b

645463**382268289028**103118Fairly Satisfied
27%25%26%**26%29%26%27%25%31%**27%26%

10794110**63321164917526**190200Very Satisfied
46%44%45%**43%42%44%47%49%28%**49%45%

a

Don't Know (DO NOT READ
263235**19123494711**4458OUT)
11%15%14%**13%16%13%9%13%12%**11%13%

171148173**101541847726554**293318NET: Satisfied
73%69%71%**69%71%70%74%74%59%**76%71%

a

171012**1122041611**1427NET: Dissatisfied
7%5%5%**7%3%8%4%4%12%**4%6%

b
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************8Very Dissatisfied
************************2%

gjk

************************18Fairly Dissatisfied
************************4%

kk

Neither Satisfied Nor
************************46Dissatisfied
************************10%

ffff

************************118Fairly Satisfied
************************26%

cabcefijkcci

************************200Very Satisfied
************************45%

hhhghhghh

Don't Know (DO NOT READ
************************58OUT)
************************13%

ddddddg

************************318NET: Satisfied
************************71%

************************27NET: Dissatisfied
************************6%

kkkk
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

*1438Very Dissatisfied
*%1%5%3%2%

cd

194418Fairly Dissatisfied
1%7%5%4%4%

d

Neither Satisfied Nor
12178946Dissatisfied
10%13%8%9%10%

33372523118Fairly Satisfied
28%29%26%21%26%

52484753200Very Satisfied
44%38%50%49%45%

Don't Know (DO NOT READ
201561758OUT)
17%12%6%16%13%

bb

86857275318NET: Satisfied
72%67%77%69%71%

299727NET: Dissatisfied
1%7%9%6%6%

dd
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******68******2121Very Dissatisfied
******4%5%2%****3%5%5%

abc

******131*****1415Fairly Dissatisfied
*******%2%4%****2%3%3%

Neither Satisfied Nor
******3142****12830Dissatisfied
******3%10%10%****11%7%7%

bc

******25304****298102Fairly Satisfied
******19%20%23%****19%23%23%

******89848****6251259Very Satisfied
******69%57%51%****55%58%58%

eee

Don't Know (DO NOT READ
******592****12123OUT)
******4%6%10%****10%5%5%

a

******11311412****8348360NET: Satisfied
******88%77%74%****73%81%80%

aeaee

******6111****13536NET: Dissatisfied
******5%7%6%****6%8%8%

abc
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

1****19******************21Very Dissatisfied
10%****5%******************5%

l

*****13******************15Fairly Dissatisfied
*%****3%******************3%

f

Neither Satisfied Nor
*****27******************30Dissatisfied
3%****7%******************7%

keijkm

4****93******************102Fairly Satisfied
24%****24%******************23%

kcfgjklmk

9****221******************259Very Satisfied
59%****56%******************58%

hhjhjhhhhh

Don't Know (DO NOT READ
*****22******************23OUT)
3%****6%******************5%

cfjklmckl

13****314******************360NET: Satisfied
84%****80%******************80%

2****31******************36NET: Dissatisfied
10%****8%******************8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**217151****16*******21Very Dissatisfied
**5%7%4%1%****8%****1%**5%

bh

**142136****5****2**15Fairly Dissatisfied
**3%2%4%5%****3%****3%**3%

Neither Satisfied Nor
**298227****17****3**30Dissatisfied
**7%9%6%7%****9%****4%**7%

**85237922****50****18**102Fairly Satisfied
**21%25%22%20%****26%****24%**23%

a

**2375220773****102****47**259Very Satisfied
**58%56%58%64%****53%****63%**58%

Don't Know (DO NOT READ
**221225****4****4**23OUT)
**5%1%6%4%****2%****6%**5%

b

**3227528695****153****64**360NET: Satisfied
**79%81%80%83%****78%****87%**80%

a

**359277****21****3**36NET: Dissatisfied
**9%10%8%6%****11%****3%**8%

b
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

1125**1921Very Dissatisfied
8%2%2%**4%5%

a

436**1515Fairly Dissatisfied
2%3%3%**3%3%

Neither Satisfied Nor
8319**3030Dissatisfied
6%4%9%**7%7%

361450**99102Fairly Satisfied
24%19%23%**23%23%

8750121**246259Very Satisfied
59%68%56%**57%58%

Don't Know (DO NOT READ
1316**2123OUT)
1%3%7%**5%5%

c

12364171**345360NET: Satisfied
83%87%79%**80%80%

15412**3336NET: Dissatisfied
10%6%5%**8%8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

10101****19************81121Very Dissatisfied
7%5%1%****5%************6%4%5%

87-****14************7715Fairly Dissatisfied
5%4%-%****3%************6%2%3%

Neither Satisfied Nor
6177****29************52430Dissatisfied
4%8%8%****7%************4%8%7%

384122****94************3063102Fairly Satisfied
25%20%24%****22%************25%22%23%

8612152****241************69173259Very Satisfied
56%60%56%****58%************55%59%58%

Don't Know (DO NOT READ
6610****21************51623OUT)
4%3%11%****5%************4%6%5%

bc

12516274****335************99236360NET: Satisfied
81%80%80%****80%************80%80%80%

18171****33************151836NET: Dissatisfied
12%8%1%****8%************12%6%8%

aaa
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************71642199521Very Dissatisfied
************3%5%4%7%3%5%2%5%

a

************912381071015Fairly Dissatisfied
************3%4%3%3%3%4%4%3%

Neither Satisfied Nor
************2120101721141830Dissatisfied
************8%7%11%5%8%8%8%7%

d

************62641765675053102Fairly Satisfied
************24%22%18%21%24%27%23%23%

************15116757188157104131259Very Satisfied
************58%57%63%60%57%55%58%58%

Don't Know (DO NOT READ
************10121161131123OUT)
************4%4%1%5%4%2%5%5%

bee

************21323173253225154184360NET: Satisfied
************82%79%81%80%81%82%81%80%

************162772919161536NET: Dissatisfied
************6%9%8%9%7%9%6%8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**4*4-**************1921Very Dissatisfied
**13%1%6%-%**************6%5%

aca

***81***************815Fairly Dissatisfied
***%13%1%*%**************3%3%

abd

Neither Satisfied Nor
**34213**************1630Dissatisfied
**9%6%2%13%**************5%7%

b

**13121923**************63102Fairly Satisfied
**38%19%24%23%**************21%23%

c

**13355060**************181259Very Satisfied
**39%54%63%60%**************60%58%

dd

Don't Know (DO NOT READ
***533**************1623OUT)
**1%7%4%3%**************5%5%

d

**26476983**************244360NET: Satisfied
**77%74%87%84%**************80%80%

**495***************2736NET: Dissatisfied
**13%13%7%*%**************9%8%

aaa
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

-91383**15**562921Very Dissatisfied
-%4%6%4%5%**6%**8%6%4%9%5%

281231**8**5*2115Fairly Dissatisfied
4%3%5%1%1%**3%**8%*%4%1%3%

ac

Neither Satisfied Nor
51719114**13**361730Dissatisfied
9%7%8%5%6%**5%**5%6%2%6%7%

1750614116**49**2415421102Fairly Satisfied
33%22%26%19%25%**20%**40%17%7%20%23%

abcb

2713112413538**149**23633561259Very Satisfied
50%59%52%64%60%**60%**39%68%68%59%58%

bddd

Don't Know (DO NOT READ
299142**14***28523OUT)
4%4%4%6%4%**6%***%3%15%5%5%

acd

4418118517555**197**47783982360NET: Satisfied
84%81%78%83%85%**80%**78%85%76%79%80%

21725114**22**10641036NET: Dissatisfied
4%8%10%5%6%**9%**16%6%7%10%8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**353165**511121Very Dissatisfied
**6%2%2%7%6%**3%7%2%5%

**-10381**53115Fairly Dissatisfied
**-%5%3%3%1%**3%2%1%3%

Neither Satisfied Nor
**4167143**1511330Dissatisfied
**8%8%7%6%3%**8%7%4%7%

**648244815**433113102Fairly Satisfied
**13%23%22%21%18%**23%20%17%23%

**321196913454**1159754259Very Satisfied
**72%57%65%58%64%**60%61%68%58%

b

Don't Know (DO NOT READ
***11*106**85723OUT)
***%5%*%4%7%**4%3%9%5%

a

**381679318169**15812868360NET: Satisfied
**85%80%88%79%82%**82%81%85%80%

**3156246**1113236NET: Dissatisfied
**6%7%5%10%7%**6%8%2%8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**75785**51516**49721Very Dissatisfied
**5%3%5%5%3%**6%8%6%**8%6%7%5%

**77179**165***7315Fairly Dissatisfied
**5%4%1%5%5%**1%3%2%***%4%3%3%

cc

Neither Satisfied Nor
**131581115**21016**411430Dissatisfied
**10%10%6%7%9%**2%6%6%**9%7%4%7%

**2727233531**264056**113927102Fairly Satisfied
**20%17%16%23%19%**30%22%22%**23%24%27%23%

**76989788101**50101157**289259259Very Satisfied
**57%62%66%58%60%**59%55%60%**59%57%59%58%

Don't Know (DO NOT READ
**561037**1119**-3*23OUT)
**4%4%7%2%4%**2%6%4%**-%2%*%5%

b

**103125120123132**76141213**3913187360NET: Satisfied
**77%79%82%81%78%**90%77%82%**82%81%86%80%

b

**131281514**62121**416936NET: Dissatisfied
**10%8%6%10%8%**7%11%8%**9%10%9%8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********75****62121Very Dissatisfied
********6%3%****6%3%2%5%

********77****11115Fairly Dissatisfied
********6%5%****1%1%1%3%

Neither Satisfied Nor
********1013****74630Dissatisfied
********9%9%****7%7%8%7%

********2432****161114102Fairly Satisfied
********20%22%****17%18%17%23%

********6685****614454259Very Satisfied
********56%58%****65%68%67%58%

Don't Know (DO NOT READ
********56****42423OUT)
********4%4%****4%3%5%5%

********90117****775568360NET: Satisfied
********76%79%****82%86%84%80%

********1412****62236NET: Dissatisfied
********12%8%****7%4%3%8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

84**8**7189191719171921Very Dissatisfied
3%7%**3%**4%4%3%4%4%4%5%4%5%

72**5**51510151412121215Fairly Dissatisfied
3%3%**2%**3%3%3%3%4%3%3%3%3%

Neither Satisfied Nor
171**16**142820303030233030Dissatisfied

8%2%**7%**9%7%6%7%8%7%7%7%7%

3619**43**3296719587968096102Fairly Satisfied
16%28%**18%**21%23%23%22%22%22%23%23%23%

b

13840**153**92247192252224249204246259Very Satisfied
63%59%**65%**60%58%62%59%58%59%58%58%58%

Don't Know (DO NOT READ
141**11**4198191819161923OUT)

6%2%**5%**3%4%2%5%5%5%5%5%5%

17458**195**125343263346311345284341360NET: Satisfied
79%86%**83%**81%81%85%81%80%81%81%81%80%

156**13**123319343131283136NET: Dissatisfied
7%10%**6%**8%8%6%8%8%7%8%7%8%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

10119**8-129615**821Very Dissatisfied
4%5%4%**5%-%5%9%2%17%**2%5%

cb

876**728578**315Fairly Dissatisfied
3%3%3%**5%3%3%5%2%9%**1%3%

b

Neither Satisfied Nor
121813**14121441415**2030Dissatisfied

5%8%6%**9%15%5%4%4%17%**5%7%

abb

564554**291563247328**92102Fairly Satisfied
24%21%22%**20%19%24%23%21%31%**24%23%

b

135124150**81471496123524**246259Very Satisfied
58%58%62%**55%61%57%59%66%26%**64%58%

a

Don't Know (DO NOT READ
14910**8116122***1523OUT)

6%4%4%**6%1%6%1%6%*%**4%5%

a

191169204**110622138530852**338360NET: Satisfied
82%79%84%**75%81%81%82%86%57%**88%80%

aa

181815**15220141323**1236NET: Dissatisfied
8%8%6%**10%3%8%13%4%26%**3%8%

cb

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 113  (continuation)                                                                                                                                                  Page 1936

Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************21Very Dissatisfied
************************5%

gkfgk

************************15Fairly Dissatisfied
************************3%

jkgjk

Neither Satisfied Nor
************************30Dissatisfied
************************7%

jjjbcjbcjj

************************102Fairly Satisfied
************************23%

dd

************************259Very Satisfied
************************58%

agagaaaaga

Don't Know (DO NOT READ
************************23OUT)
************************5%

defhkl

************************360NET: Satisfied
************************80%

aagaaaaaa

************************36NET: Dissatisfied
************************8%

fgkgkfgkfgjk
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

363921Very Dissatisfied
2%5%3%9%5%

d

135715Fairly Dissatisfied
1%2%5%6%3%

d

Neither Satisfied Nor
71010430Dissatisfied
6%8%10%3%7%

a

23282229102Fairly Satisfied
19%22%23%26%23%

81695554259Very Satisfied
68%54%59%50%58%

ac

Don't Know (DO NOT READ
411*723OUT)
4%9%1%6%5%

bb

104977783360NET: Satisfied
87%76%82%76%80%

ac

4971636NET: Dissatisfied
3%7%8%15%8%

d
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******43******910Very Dissatisfied
******3%2%1%****2%2%2%

******491****12727Fairly Dissatisfied
******3%6%3%****5%6%6%

Neither Satisfied Nor
******25333****29497Dissatisfied
******20%22%16%****14%22%22%

******45386****4130136Fairly Satisfied
******35%26%39%****39%30%30%

******50616****4164169Very Satisfied
******39%41%35%****38%38%38%

Don't Know (DO NOT READ
******-41*****89OUT)
******-%3%6%****3%2%2%

ba

******9510012****9294306NET: Satisfied
******74%67%75%****77%68%68%

******8121****13637NET: Dissatisfied
******6%8%4%****6%8%8%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

*****9******************10Very Dissatisfied
1%****2%******************2%

1****25******************27Fairly Dissatisfied
4%****6%******************6%

lefijlm

Neither Satisfied Nor
3****87******************97Dissatisfied

17%****22%******************22%

ggfghjkmggfgjkm

7****116******************136Fairly Satisfied
43%****29%******************30%

cijcici

5****150******************169Very Satisfied
35%****38%******************38%

Don't Know (DO NOT READ
-****8******************9OUT)
-%****2%******************2%

jm

12****266******************306NET: Satisfied
78%****68%******************68%

ciccci

1****34******************37NET: Dissatisfied
4%****9%******************8%

illleijlmll
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**7195****3*******10Very Dissatisfied
**2%1%3%4%****2%*****%**2%

a

**233256****10****6**27Fairly Dissatisfied
**6%3%7%6%****5%****8%**6%

Neither Satisfied Nor
**94158227****44****14**97Dissatisfied
**23%16%23%23%****22%****19%**22%

b

**1243510234****61****24**136Fairly Satisfied
**30%38%28%30%****32%****32%**30%

**1533813142****74****28**169Very Satisfied
**38%42%37%37%****38%****38%**38%

Don't Know (DO NOT READ
**8*9*****3****2**9OUT)
**2%*%2%*%****1%****3%**2%

**2777323376****136****52**306NET: Satisfied
**68%80%65%66%****70%****70%**68%

a

**3033411****13****6**37NET: Dissatisfied
**7%4%9%10%****7%****8%**8%

ab

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 114  (continuation)                                                                                                                                                  Page 1941
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

4-5**1010Very Dissatisfied
3%-%2%**2%2%

16*12**2627Fairly Dissatisfied
11%*%5%**6%6%

b

Neither Satisfied Nor
221854**9397Dissatisfied
15%24%25%**22%22%

c

422466**132136Fairly Satisfied
28%32%31%**31%30%

623073**159169Very Satisfied
42%41%34%**37%38%

Don't Know (DO NOT READ
126**99OUT)
1%3%3%**2%2%

10454140**291306NET: Satisfied
71%73%64%**68%68%

20*17**3637NET: Dissatisfied
14%*%8%**8%8%

bb
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

315****9************3610Very Dissatisfied
2%1%6%****2%************3%2%2%

b

11106****24************71627Fairly Dissatisfied
7%5%7%****6%************6%6%6%

Neither Satisfied Nor
354121****90************296297Dissatisfied
23%20%23%****22%************23%21%22%

506323****127************4186136Fairly Satisfied
32%31%25%****30%************33%29%30%

518632****159************41118169Very Satisfied
33%42%35%****38%************33%40%38%

Don't Know (DO NOT READ
414****8************269OUT)
2%1%4%****2%************2%2%2%

b

10114955****287************82204306NET: Satisfied
66%74%60%****69%************66%69%68%

a

141112****33************102337NET: Dissatisfied
9%5%13%****8%************8%8%8%
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************93-395910Very Dissatisfied
************4%1%-%1%3%3%4%2%

dedef

************192171720181527Fairly Dissatisfied
************7%7%7%5%7%9%7%6%

Neither Satisfied Nor
************5359164960385497Dissatisfied
************21%20%17%15%22%20%24%22%

d

************789137114826162136Fairly Satisfied
************30%31%40%36%30%32%27%30%

aca

************98113311261036585169Very Satisfied
************38%39%35%40%37%35%38%38%

Don't Know (DO NOT READ
************24*52129OUT)
************1%1%*%2%1%*%1%2%

************17720368241185126147306NET: Satisfied
************68%70%75%76%67%67%65%68%

abc

************282572029232437NET: Dissatisfied
************11%8%7%6%11%12%11%8%

d
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**-*54**************310Very Dissatisfied
**-%1%6%4%**************1%2%

d

**2927**************1727Fairly Dissatisfied
**6%14%3%7%**************6%6%

b

Neither Satisfied Nor
**8111328**************4697Dissatisfied
**23%17%16%29%**************15%22%

**13172824**************110136Fairly Satisfied
**40%27%35%24%**************36%30%

a

**10253236**************122169Very Satisfied
**31%39%40%36%**************40%38%

Don't Know (DO NOT READ
***2****************59OUT)
***%3%*%*%**************2%2%

**24425960**************232306NET: Satisfied
**70%66%75%61%**************76%68%

**29710**************2037NET: Dissatisfied
**6%14%9%11%**************7%8%
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

4646-*****-*-310Very Dissatisfied
7%2%2%3%-%***%**-%1%-%2%2%

812198***17**362427Fairly Dissatisfied
15%5%8%4%*%**7%**5%7%3%3%6%

ac

Neither Satisfied Nor
1347514610**38**151761197Dissatisfied
25%21%21%22%15%**16%**25%18%11%11%22%

a

1469647227**87**23301645136Fairly Satisfied
26%31%27%34%41%**35%**39%32%30%43%30%

1588937626**100**18392740169Very Satisfied
28%39%39%36%40%**41%**31%42%52%38%38%

d

Don't Know (DO NOT READ
-2632**3**-*229OUT)
-%1%3%1%3%**1%**-%*%4%2%2%

2815715814852**188**42684285306NET: Satisfied
54%70%66%70%81%**76%**70%74%82%81%68%

b

11182314***17**372637NET: Dissatisfied
22%8%10%7%*%**7%**5%8%3%6%8%

ac
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**385*3**23*10Very Dissatisfied
**6%4%5%*%3%**1%2%*%2%

b

**-156116**138627Fairly Dissatisfied
**-%7%6%5%7%**7%5%7%6%

c

Neither Satisfied Nor
**1749253910**37231197Dissatisfied
**38%23%24%17%12%**20%14%14%22%

b

**1156307342**575138136Fairly Satisfied
**25%27%29%32%49%**30%33%48%30%

bb

**13803710123**817023169Very Satisfied
**30%38%36%44%27%**42%45%29%38%

aa

Don't Know (DO NOT READ
***1241**1219OUT)
***%*%2%2%2%***%1%2%2%

**251366817464**13812161306NET: Satisfied
**56%65%64%76%77%**72%77%77%68%

**32311129**1511637NET: Dissatisfied
**6%11%10%5%10%**8%7%8%8%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**33344**333**14510Very Dissatisfied
**2%2%2%3%2%**3%2%1%**3%3%5%2%

**11891311**10713**317727Fairly Dissatisfied
**8%5%6%9%7%**12%4%5%**7%10%7%6%

ab

Neither Satisfied Nor
**3134242632**143438**10322197Dissatisfied
**23%22%17%17%19%**16%18%15%**20%20%20%22%

**3847594647**266499**164730136Fairly Satisfied
**28%30%40%30%28%**31%35%38%**33%29%30%30%

a

**5065486174**3174101**186237169Very Satisfied
**38%41%33%40%44%**36%41%39%**37%38%37%38%

c

Don't Know (DO NOT READ
**11311**125**-1*9OUT)
***%*%2%*%*%**1%1%2%**-%*%*%2%

**88111107107121**57138200**3410867306NET: Satisfied
**66%71%73%71%72%**67%75%77%**70%67%67%68%

**1411121715**131017**4211237NET: Dissatisfied
**10%7%8%11%9%**15%5%6%**9%13%12%8%

ab
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********34****3--10Very Dissatisfied
********3%3%****3%-%-%2%

********1110****56527Fairly Dissatisfied
********9%7%****6%10%6%6%

Neither Satisfied Nor
********2732****1811997Dissatisfied
********23%22%****19%17%11%22%

********3336****422530136Fairly Satisfied
********28%25%****45%39%37%30%

********4464****262235169Very Satisfied
********37%44%****28%34%44%38%

c

Don't Know (DO NOT READ
********11*****-19OUT)
********1%*%*****%-%2%2%

********77101****684666306NET: Satisfied
********65%68%****73%73%81%68%

********1414****86537NET: Dissatisfied
********12%10%****8%10%6%8%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

32**3**28610887810Very Dissatisfied
1%3%**1%**1%2%2%2%2%2%2%2%2%

117**7**132722272527262727Fairly Dissatisfied
5%11%**3%**9%6%7%6%6%6%7%7%6%

Neither Satisfied Nor
448**44**389159948592809297Dissatisfied
20%12%**19%**24%22%19%22%22%22%23%22%22%

6428**82**4512996127120132109131136Fairly Satisfied
29%42%**35%**29%30%31%30%31%31%31%31%30%

9621**97**56160124166145158124156169Very Satisfied
43%31%**41%**36%38%40%39%37%37%35%37%38%

Don't Know (DO NOT READ
31**2***72667679OUT)
1%2%**1%***%2%1%1%1%2%2%2%2%

16049**179**101289220293265290233287306NET: Satisfied
73%73%**76%**65%68%71%68%68%68%66%68%68%

139**10**153628373336333637NET: Dissatisfied
6%13%**4%**10%8%9%9%9%8%9%8%8%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

289**118*54**810Very Dissatisfied
1%4%4%***%2%3%*%1%5%**2%2%

bb

131512**891261413**1827Fairly Dissatisfied
6%7%5%**6%12%5%6%4%15%**5%6%

cbb

Neither Satisfied Nor
554255**261458257225**7597Dissatisfied
23%20%23%**17%19%22%24%20%27%**19%22%

736371**5222773510927**122136Fairly Satisfied
31%30%29%**36%29%29%33%30%30%**32%30%

838691**56281013714821**155169Very Satisfied
35%40%37%**38%37%39%35%41%23%**40%38%

a

Don't Know (DO NOT READ
915**41639***89OUT)
4%*%2%**2%1%2%3%2%*%**2%2%

a

156150162**108511787125749**277306NET: Satisfied
67%70%67%**74%67%68%68%72%53%**72%68%

a

152221**9112061918**2537NET: Dissatisfied
6%10%8%**6%14%8%6%5%19%**7%8%

b
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************10Very Dissatisfied
************************2%

************************27Fairly Dissatisfied
************************6%

dh

Neither Satisfied Nor
************************97Dissatisfied
************************22%

fffacdfjkf

************************136Fairly Satisfied
************************30%

ggggg

************************169Very Satisfied
************************38%

bghijl

Don't Know (DO NOT READ
************************9OUT)
************************2%

************************306NET: Satisfied
************************68%

ggggabghil

************************37NET: Dissatisfied
************************8%
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

45**10Very Dissatisfied
3%4%*%*%2%

a

686827Fairly Dissatisfied
5%6%7%7%6%

Neither Satisfied Nor
2337162197Dissatisfied
19%29%17%20%22%

b

40343132136Fairly Satisfied
33%27%33%29%30%

45403946169Very Satisfied
38%31%41%42%38%

Don't Know (DO NOT READ
32229OUT)
2%2%2%2%2%

85746978306NET: Satisfied
71%58%74%72%68%

ccc

9137837NET: Dissatisfied
8%10%7%7%8%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

******-3******55Very Dissatisfied
******-%2%1%****1%1%1%

******48******1919Fairly Dissatisfied
******3%5%1%****2%4%4%

Neither Satisfied Nor
******4141****12728Dissatisfied
******3%9%7%****7%6%6%

******41405****4122127Fairly Satisfied
******32%27%31%****32%28%28%

******79859****6259268Very Satisfied
******62%57%55%****53%60%60%

a

Don't Know (DO NOT READ
******--1****112OUT)
******-%-%5%****4%*%*%

aa

******12012414****10381395NET: Satisfied
******93%84%86%****86%88%88%

aa

******410******2324NET: Dissatisfied
******3%7%2%****3%5%5%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 115                                                                                                                                                                  Page 1954

Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

1****3******************5Very Dissatisfied
5%****1%******************1%

j

-****17******************19Fairly Dissatisfied
-%****4%******************4%

m

Neither Satisfied Nor
1****26******************28Dissatisfied
7%****6%******************6%

k

3****113******************127Fairly Satisfied
21%****29%******************28%

10****233******************268Very Satisfied
67%****59%******************60%

Don't Know (DO NOT READ
-****2******************2OUT)
-%*****%*******************%

13****347******************395NET: Satisfied
88%****88%******************88%

1****20******************24NET: Dissatisfied
5%****5%******************5%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

**441-****2****1**5Very Dissatisfied
**1%4%*%-%****1%****1%**1%

a

**184143****10****6**19Fairly Dissatisfied
**4%5%4%3%****5%****8%**4%

Neither Satisfied Nor
**286226****13****6**28Dissatisfied
**7%7%6%6%****7%****9%**6%

**1192010733****61****18**127Fairly Satisfied
**29%22%30%29%****31%****24%**28%

**2385721072****108****43**268Very Satisfied
**58%62%59%63%****56%****58%**60%

a

Don't Know (DO NOT READ
**2*2*****1*******2OUT)
***%*%1%*%****1%*****%***%

**35677317105****169****60**395NET: Satisfied
**87%84%89%91%****87%****82%**88%

b

**228163****12****6**24NET: Dissatisfied
**5%9%4%3%****6%****9%**5%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

1-4**55Very Dissatisfied
*%-%2%**1%1%

10-9**1719Fairly Dissatisfied
6%-%4%**4%4%

b

Neither Satisfied Nor
5813**2828Dissatisfied
3%11%6%**7%6%

c

471860**123127Fairly Satisfied
32%24%28%**29%28%

8448131**255268Very Satisfied
57%65%60%**59%60%

Don't Know (DO NOT READ
1*1**22OUT)
1%*%*%***%*%

13166190**377395NET: Satisfied
89%89%88%**88%88%

10-13**2124NET: Dissatisfied
7%-%6%**5%5%

bb
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

132****5************145Very Dissatisfied
*%1%2%****1%*************%1%1%

774****19************71119Fairly Dissatisfied
5%4%4%****4%************6%4%4%

Neither Satisfied Nor
919*****24************51928Dissatisfied
6%9%*%****6%************4%7%6%

aa

515323****121************4476127Fairly Satisfied
33%26%25%****29%************36%26%28%

a

8512063****249************66183268Very Satisfied
55%59%68%****60%************53%62%60%

Don't Know (DO NOT READ
2******1************1*2OUT)
1%*%*%*****%*************%*%*%

aiai

13617386****369************110259395NET: Satisfied
88%86%94%****88%************89%88%88%

8106****23************81624NET: Dissatisfied
5%5%6%****6%************6%5%5%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

************35-33*25Very Dissatisfied
************1%2%-%1%1%*%1%1%

************131651114141119Fairly Dissatisfied
************5%6%6%3%5%7%5%4%

Neither Satisfied Nor
************162092017161328Dissatisfied
************6%7%10%6%6%8%6%6%

************70882287785467127Fairly Satisfied
************27%30%24%28%28%29%29%28%

************15716155193164104133268Very Satisfied
************60%55%60%61%60%55%59%60%

Don't Know (DO NOT READ
************1**211*2OUT)
*************%*%*%1%*%*%*%*%

************22824976280242158200395NET: Satisfied
************88%86%84%89%88%84%88%88%

************162151416141424NET: Dissatisfied
************6%7%6%4%6%8%6%5%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 115  (continuation)                                                                                                                                                  Page 1959

Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

**-2-***************35Very Dissatisfied
**-%4%-%*%**************1%1%

**2444**************1119Fairly Dissatisfied
**7%6%4%4%**************4%4%

Neither Satisfied Nor
**1655**************1928Dissatisfied
**2%9%7%5%**************6%6%

**18142224**************86127Fairly Satisfied
**53%22%28%24%**************28%28%

abc

**12374866**************183268Very Satisfied
**37%59%61%67%**************61%60%

ddd

Don't Know (DO NOT READ
********************22OUT)
**1%*%*%*%**************1%*%

**30517190**************269395NET: Satisfied
**90%81%89%91%**************89%88%

**2644**************1324NET: Dissatisfied
**7%10%4%4%**************4%5%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

-323***2**-*2*5Very Dissatisfied
-%1%1%1%1%**1%**-%1%4%*%1%

-141261**7**312519Fairly Dissatisfied
-%6%5%3%1%**3%**5%1%4%5%4%

Neither Satisfied Nor
21512162**18**374428Dissatisfied
4%7%5%8%2%**7%**5%7%8%3%6%

1859854220**67**19311027127Fairly Satisfied
35%27%36%20%31%**27%**32%34%20%26%28%

a

3213212614241**150**34533467268Very Satisfied
61%59%53%67%64%**61%**58%58%66%65%60%

b

Don't Know (DO NOT READ
-1*2***1***--*2OUT)
-%*%*%1%*%**1%***%-%-%*%*%

5119121118461**217**53844494395NET: Satisfied
96%86%89%87%95%**88%**89%92%85%91%88%

a

-161491**9**314624NET: Dissatisfied
-%7%6%4%2%**4%**5%1%7%6%5%

b
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

**-2*21**3215Very Dissatisfied
**-%1%*%1%1%**1%1%2%1%

**311383**910-19Fairly Dissatisfied
**6%5%3%4%3%**5%6%-%4%

a

Neither Satisfied Nor
**2135154**1411428Dissatisfied
**6%6%5%7%5%**8%7%6%6%

**1458367215**524615127Fairly Satisfied
**33%28%34%32%18%**27%29%18%28%

a

**251236113159**1128958268Very Satisfied
**56%59%58%57%71%**59%57%73%60%

bb

Don't Know (DO NOT READ
******1**1*12OUT)
***%*%*%*%2%***%*%2%*%

**391819620474**16413573395NET: Satisfied
**88%87%92%89%89%**86%86%91%88%

**3143104**1211124NET: Dissatisfied
**6%7%3%4%5%**6%7%2%5%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

**222*2**132**-*-5Very Dissatisfied
**1%2%1%*%1%**1%2%1%**-%*%-%1%

**71131411**3611**214619Fairly Dissatisfied
**5%7%2%9%7%**4%3%4%**5%8%6%4%

cc

Neither Satisfied Nor
**151391513**41115**214528Dissatisfied
**11%8%6%10%8%**5%6%6%**4%8%5%6%

**3437383944**204272**144130127Fairly Satisfied
**25%24%26%26%26%**23%23%28%**29%26%30%28%

**7693938297**56120159**309259268Very Satisfied
**57%59%63%54%58%**66%65%61%**62%57%59%60%

Don't Know (DO NOT READ
***121***112**-**2OUT)
***%*%1%*%*%**2%1%1%**-%*%*%*%

**109130130121141**76162231**4413489395NET: Satisfied
**82%83%89%80%84%**89%88%89%**92%83%89%88%

b

**91451414**4912**214624NET: Dissatisfied
**6%9%3%9%8%**5%5%5%**5%9%6%5%

c
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

********22****1215Very Dissatisfied
********2%2%****1%3%2%1%

********711****3-119Fairly Dissatisfied
********6%8%****3%-%1%4%

Neither Satisfied Nor
********1212****81428Dissatisfied
********10%8%****9%2%5%6%

********3138****261418127Fairly Satisfied
********26%25%****28%22%23%28%

********6684****554655268Very Satisfied
********56%57%****59%73%68%60%

Don't Know (DO NOT READ
*********1*****-12OUT)
*********%*%*****%-%2%*%

********97122****826173395NET: Satisfied
********82%82%****87%95%91%88%

********914****42224NET: Dissatisfied
********8%9%****4%3%2%5%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

14**1**252555555Very Dissatisfied
1%5%***%**1%1%1%1%1%1%1%1%1%

b

113**11**41812171716151619Fairly Dissatisfied
5%4%**5%**3%4%4%4%4%4%4%4%4%

Neither Satisfied Nor
213**20**102516282528232828Dissatisfied
10%4%**8%**7%6%5%7%6%7%7%7%6%

4823**49**3511887122108119106117127Fairly Satisfied
22%34%**21%**23%28%28%28%28%28%30%28%28%

13835**152**103256192257234255201253268Very Satisfied
63%51%**65%**66%60%62%60%60%60%57%60%60%

Don't Know (DO NOT READ
11**2***2*112122OUT)
*%2%**1%***%*%*%*%*%*%*%*%*%

18657**201**138373279379342374307370395NET: Satisfied
85%85%**85%**89%88%90%88%88%88%87%88%88%

126**13**62314212221202124NET: Dissatisfied
5%9%**5%**4%5%4%5%6%5%6%5%5%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

232**2-32-5***5Very Dissatisfied
1%1%1%**2%-%1%2%-%5%***%1%

b

1099**32133316**719Fairly Dissatisfied
4%4%4%**2%3%5%3%1%17%**2%4%

acb

Neither Satisfied Nor
181016**84157208**1128Dissatisfied

8%5%7%**6%5%6%7%6%9%**3%6%

794967**4217852510027**101127Fairly Satisfied
34%23%28%**29%23%32%24%28%30%**26%28%

a

124144149**89521466623334**264268Very Satisfied
53%67%61%**61%68%56%63%65%38%**69%60%

ba

Don't Know (DO NOT READ
2****1**12****2OUT)
1%*%*%**1%*%*%1%*%*%***%*%

203192216**131692319133362**366395NET: Satisfied
87%90%89%**90%91%88%87%93%68%**95%88%

a

121211**52165321**824NET: Dissatisfied
5%5%5%**4%3%6%5%1%23%**2%5%

acb
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

************************5Very Dissatisfied
************************1%

************************19Fairly Dissatisfied
************************4%

deghjkl

Neither Satisfied Nor
************************28Dissatisfied
************************6%

afgl

************************127Fairly Satisfied
************************28%

eiadeiadefikadei

************************268Very Satisfied
************************60%

bbbgh

Don't Know (DO NOT READ
************************2OUT)
*************************%

************************395NET: Satisfied
************************88%

adadi

************************24NET: Dissatisfied
************************5%

dghjkl
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

113*5Very Dissatisfied
1%1%3%*%1%

1521119Fairly Dissatisfied
1%4%2%10%4%

bd

Neither Satisfied Nor
895628Dissatisfied
7%7%5%5%6%

36381835127Fairly Satisfied
30%30%19%32%28%

b

72736657268Very Satisfied
60%58%70%52%60%

a

Don't Know (DO NOT READ
1***2OUT)
1%*%1%*%*%

1081118492395NET: Satisfied
91%88%89%85%88%

2651124NET: Dissatisfied
2%5%5%10%5%

d
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

Delivery time (when you
receive your mail

******121*****89delivery)
******1%1%4%****2%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

******19******1515consistently)
*******%6%1%****1%3%3%

b

Collection time of items
******---****-66you are sending
******-%-%-%****-%1%1%

******33******1213Collection reliability
******2%2%3%****4%3%3%

Availability of a daily
******---****---collection
******-%-%-%****-%-%-%

******---****---Latest collection time
******-%-%-%****-%-%-%

Account management (if
******---****---applicable)
******-%-%-%****-%-%-%

Trustworthiness of the
******---****---provider
******-%-%-%****-%-%-%

******2--****-44Latest collection time
******2%-%-%****-%1%1%

******672****13436Amount of lost post sent
******5%5%10%****10%8%8%

abab

******10612213****9344357No Problems
******82%82%79%****80%80%80%

******3--****-44Price of postage
******2%-%-%****-%1%1%

Items being delivered
******5101*****1718intact/undamaged
******4%7%4%****2%4%4%

Wrong postage /
shortfall on incoming

******---****---mail - having to pay
******-%-%-%****-%-%-%

Accessibility of the
sorting office / opening

******---****---hours
******-%-%-%****-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
461339104112134172691305439Unweighted total
18436128148162311432449Weighted total

Lost or late delivery of
******11-****-22sent mail
******1%*%-%****-%*%*%

Wrong mail delivered /
our mail delivered

******3******-77elsewhere
******2%*%1%****-%2%2%

abc

Problems with  the Smart
******---****---Stamp online system
******-%-%-%****-%-%-%

Recorded letters not
******---****---being signed for
******-%-%-%****-%-%-%

******--*****--*Don't know / na
******-%-%2%****-%-%*%

a

******14******1414Other
******1%3%2%****3%3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

Delivery time (when you
receive your mail

1****8******************9delivery)
4%****2%******************2%

Delivery consistency /
reliability (e.g.
arrives as promised

1****13******************15consistently)
5%****3%******************3%

cej

Collection time of items
*****5******************6you are sending
3%****1%******************1%

1****8******************13Collection reliability
7%****2%******************3%

jcghij

Availability of a daily
-****-******************-collection
-%****-%******************-%

-****-******************-Latest collection time
-%****-%******************-%

Account management (if
-****-******************-applicable)
-%****-%******************-%

Trustworthiness of the
-****-******************-provider
-%****-%******************-%

-****4******************4Latest collection time
-%****1%******************1%

1****33******************36Amount of lost post sent
5%****8%******************8%

glgl

13****315******************357No Problems
82%****80%******************80%

ll

-****4******************4Price of postage
-%****1%******************1%

Items being delivered
1****15******************18intact/undamaged
8%****4%******************4%

j

Wrong postage /
shortfall on incoming

-****-******************-mail - having to pay
-%****-%******************-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*b*aSignificance Level: 95%
544642297333636494010442029439Unweighted total
152019394444949735015532934449Weighted total

Accessibility of the
sorting office / opening

-****-******************-hours
-%****-%******************-%

Lost or late delivery of
-****1******************2sent mail
-%*****%*******************%

Wrong mail delivered /
our mail delivered

*****6******************7elsewhere
3%****2%******************2%

Problems with  the Smart
-****-******************-Stamp online system
-%****-%******************-%

Recorded letters not
-****-******************-being signed for
-%****-%******************-%

-************************Don't know / na
-%*****%*******************%

-****14******************14Other
-%****3%******************3%

mfm
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

Delivery time (when you
receive your mail

**8*94****3****3**9delivery)
**2%*%2%3%****1%****4%**2%

Delivery consistency /
reliability (e.g.
arrives as promised

**121143****10****2**15consistently)
**3%1%4%2%****5%****3%**3%

Collection time of items
**4-61****2****2**6you are sending
**1%-%2%1%****1%****3%**1%

**121111****6****5**13Collection reliability
**3%1%3%*%****3%****6%**3%

h

Availability of a daily
**----****-****-**-collection
**-%-%-%-%****-%****-%**-%

**----****-****-**-Latest collection time
**-%-%-%-%****-%****-%**-%

Account management (if
**----****-****-**-applicable)
**-%-%-%-%****-%****-%**-%

Trustworthiness of the
**----****-****-**-provider
**-%-%-%-%****-%****-%**-%

**4-4-****-****4**4Latest collection time
**1%-%1%-%****-%****5%**1%

eh

**367294****23****6**36Amount of lost post sent
**9%7%8%4%****12%****8%**8%

bh

**3257428399****143****56**357No Problems
**80%81%79%87%****74%****76%**80%

e

**4-43****-****2**4Price of postage
**1%-%1%2%****-%****3%**1%

e

Items being delivered
**1799*****9****6**18intact/undamaged
**4%10%3%*%****5%****8%**4%

ahh

Wrong postage /
shortfall on incoming

**----****-****-**-mail - having to pay
**-%-%-%-%****-%****-%**-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4539411932011817131641798512439Unweighted total
40409923571141911195797413449Weighted total

Accessibility of the
sorting office / opening

**----****-****-**-hours
**-%-%-%-%****-%****-%**-%

Lost or late delivery of
**2-2-****2****-**2sent mail
***%-%*%-%****1%****-%***%

Wrong mail delivered /
our mail delivered

**7253****2*******7elsewhere
**2%2%1%3%****1%*****%**2%

Problems with  the Smart
**----****-****-**-Stamp online system
**-%-%-%-%****-%****-%**-%

Recorded letters not
**----****-****-**-being signed for
**-%-%-%-%****-%****-%**-%

***-******-********Don't know / na
***%-%*%*%****-%*****%***%

**12410*****11****-**14Other
**3%4%3%*%****6%****-%**3%

bh
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

Delivery time (when you
receive your mail

3-6**99delivery)
2%-%3%**2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

3111**1515consistently)
2%1%5%**4%3%

Collection time of items
-*5**66you are sending
-%1%2%**1%1%

418**1313Collection reliability
3%1%4%**3%3%

Availability of a daily
---**--collection
-%-%-%**-%-%

---**--Latest collection time
-%-%-%**-%-%

Account management (if
---**--applicable)
-%-%-%**-%-%

Trustworthiness of the
---**--provider
-%-%-%**-%-%

--4**44Latest collection time
-%-%2%**1%1%

15316**3636Amount of lost post sent
10%4%8%**8%8%

11166173**338357No Problems
75%89%80%**79%80%

c

--4**44Price of postage
-%-%2%**1%1%

Items being delivered
927**1818intact/undamaged
6%3%3%**4%4%

Wrong postage /
shortfall on incoming

---**--mail - having to pay
-%-%-%**-%-%

Accessibility of the
sorting office / opening

---**--hours
-%-%-%**-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1457820813426439Unweighted total
1487421720429449Weighted total

Lost or late delivery of
2--**22sent mail
1%-%-%***%*%

Wrong mail delivered /
our mail delivered

52***77elsewhere
3%2%*%**2%2%

a

Problems with  the Smart
---**--Stamp online system
-%-%-%**-%-%

Recorded letters not
---**--being signed for
-%-%-%**-%-%

--*****Don't know / na
-%-%*%***%*%

8-6**1414Other
5%-%3%**3%3%

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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

Delivery time (when you
receive your mail

342****9************369delivery)
2%2%3%****2%************2%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

159****15************11415consistently)
1%2%10%****4%************1%5%3%

bcb

Collection time of items
212****6************236you are sending
2%1%2%****1%************2%1%1%

562****13************5813Collection reliability
3%3%3%****3%************4%3%3%

Availability of a daily
---****-************---collection
-%-%-%****-%************-%-%-%

---****-************---Latest collection time
-%-%-%****-%************-%-%-%

Account management (if
---****-************---applicable)
-%-%-%****-%************-%-%-%

Trustworthiness of the
---****-************---provider
-%-%-%****-%************-%-%-%

2-2****4************224Latest collection time
1%-%2%****1%************2%1%1%

21104****31************171436Amount of lost post sent
14%5%5%****8%************14%5%8%

abaaai

11616874****332************90242357No Problems
75%83%81%****79%************73%82%80%

b

--4****4************-44Price of postage
-%-%5%****1%************-%1%1%

bc

Items being delivered
5112****18************51318intact/undamaged
3%6%2%****4%************4%4%4%

Wrong postage /
shortfall on incoming

---****-************---mail - having to pay
-%-%-%****-%************-%-%-%

Accessibility of the
sorting office / opening

---****-************---hours
-%-%-%****-%************-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
18019168939400--15330141259439Unweighted total
15520292331418--*3*28124294449Weighted total

Lost or late delivery of
11-****2************112sent mail
1%*%-%*****%************1%*%*%

Wrong mail delivered /
our mail delivered

53-****7************437elsewhere
3%1%-%****2%************4%1%2%

Problems with  the Smart
---****-************---Stamp online system
-%-%-%****-%************-%-%-%

Recorded letters not
---****-************---being signed for
-%-%-%****-%************-%-%-%

*-*********************Don't know / na
*%-%*%*****%*************%*%*%

554****14************4914Other
3%3%4%****3%************4%3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

Delivery time (when you
receive your mail

************29132229delivery)
************1%3%1%1%1%1%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

************1012161091015consistently)
************4%4%1%2%4%5%4%3%

Collection time of items
************43-24246you are sending
************1%1%-%1%1%1%2%1%

************8811084813Collection reliability
************3%3%2%3%3%2%3%3%

Availability of a daily
************--------collection
************-%-%-%-%-%-%-%-%

************--------Latest collection time
************-%-%-%-%-%-%-%-%

Account management (if
************--------applicable)
************-%-%-%-%-%-%-%-%

Trustworthiness of the
************--------provider
************-%-%-%-%-%-%-%-%

************24222-24Latest collection time
************1%1%2%1%1%-%1%1%

b

************203162821191436Amount of lost post sent
************8%11%7%9%8%10%6%8%

************20322074250215137179357No Problems
************78%76%81%79%78%73%79%80%

************32--3334Price of postage
************1%1%-%-%1%1%1%1%

d

Items being delivered
************1213312129718intact/undamaged
************4%4%3%4%4%5%3%4%

Wrong postage /
shortfall on incoming

************--------mail - having to pay
************-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

************--------hours
************-%-%-%-%-%-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-223917255301116310288205245439Unweighted total
-2*221026029190315276188227449Weighted total

Lost or late delivery of
************22122212sent mail
************1%1%1%1%1%1%1%*%

Wrong mail delivered /
our mail delivered

*************7273337elsewhere
*************%2%3%2%1%1%1%2%

Problems with  the Smart
************--------Stamp online system
************-%-%-%-%-%-%-%-%

Recorded letters not
************--------being signed for
************-%-%-%-%-%-%-%-%

*************---****Don't know / na
*************%-%-%-%*%*%*%*%

************101219108714Other
************4%4%1%3%4%4%3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

Delivery time (when you
receive your mail

**1**1**************39delivery)
**4%*%*%1%**************1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

***--10**************615consistently)
***%-%-%10%**************2%3%

bcd

Collection time of items
**12-***************26you are sending
**4%3%-%*%**************1%1%

***5-2**************1013Collection reliability
**1%8%-%2%**************3%3%

bd

Availability of a daily
**----**************--collection
**-%-%-%-%**************-%-%

**----**************--Latest collection time
**-%-%-%-%**************-%-%

Account management (if
**----**************--applicable)
**-%-%-%-%**************-%-%

Trustworthiness of the
**----**************--provider
**-%-%-%-%**************-%-%

**-2--**************24Latest collection time
**-%3%-%-%**************1%1%

**4665**************2636Amount of lost post sent
**11%10%8%5%**************9%8%

**26456975**************242357No Problems
**76%71%87%76%**************80%80%

c

**---3**************-4Price of postage
**-%-%-%3%**************-%1%

Items being delivered
**2532**************1218intact/undamaged
**7%7%3%2%**************4%4%

Wrong postage /
shortfall on incoming

**----**************--mail - having to pay
**-%-%-%-%**************-%-%

Accessibility of the
sorting office / opening

**----**************--hours
**-%-%-%-%**************-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-666772835-14-48293439Unweighted total
-346480993-12-46303449Weighted total

Lost or late delivery of
**-1-1**************22sent mail
**-%1%-%1%**************1%*%

Wrong mail delivered /
our mail delivered

**2*--**************57elsewhere
**7%1%-%-%**************2%2%

ab

Problems with  the Smart
**----**************--Stamp online system
**-%-%-%-%**************-%-%

Recorded letters not
**----**************--being signed for
**-%-%-%-%**************-%-%

**-*--**************-*Don't know / na
**-%*%-%-%**************-%*%

***424**************814Other
**1%6%2%4%**************3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

Delivery time (when you
receive your mail

119*-**3**2*1-9delivery)
2%*%4%*%-%**1%**4%*%1%-%2%

aa

Delivery consistency /
reliability (e.g.
arrives as promised

5515-3**4**1-1515consistently)
9%2%6%-%4%**2%**1%-%2%4%3%

aac

Collection time of items
2232-**2**-2--6you are sending
3%1%1%1%-%**1%**-%3%-%-%1%

*7851**9**171113Collection reliability
1%3%3%2%2%**4%**1%8%1%1%3%

a

Availability of a daily
-----**-**-----collection
-%-%-%-%-%**-%**-%-%-%-%-%

-----**-**-----Latest collection time
-%-%-%-%-%**-%**-%-%-%-%-%

Account management (if
-----**-**-----applicable)
-%-%-%-%-%**-%**-%-%-%-%-%

Trustworthiness of the
-----**-**-----provider
-%-%-%-%-%**-%**-%-%-%-%-%

-24--**2**2---4Latest collection time
-%1%2%-%-%**1%**3%-%-%-%1%

31823133**22**1534636Amount of lost post sent
5%8%10%6%5%**9%**26%3%7%6%8%

abc

4317218417456**192**38694690357No Problems
81%77%77%82%87%**78%**63%74%89%87%80%

cdcd

-323-**-**----4Price of postage
-%1%1%1%-%**-%**-%-%-%-%1%

Items being delivered
-128101**11**362118intact/undamaged
-%5%4%5%2%**4%**5%6%5%1%4%

a
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
602282431967792241061925196439Unweighted total
532232382116552468609252104449Weighted total

Wrong postage /
shortfall on incoming

-----**-**-----mail - having to pay
-%-%-%-%-%**-%**-%-%-%-%-%

Accessibility of the
sorting office / opening

-----**-**-----hours
-%-%-%-%-%**-%**-%-%-%-%-%

Lost or late delivery of
-211-**2**-2--2sent mail
-%1%1%*%-%**1%**-%2%-%-%*%

Wrong mail delivered /
our mail delivered

*252***6**24*-7elsewhere
1%1%2%1%1%**3%**4%4%1%-%2%

a

Problems with  the Smart
-----**-**-----Stamp online system
-%-%-%-%-%**-%**-%-%-%-%-%

Recorded letters not
-----**-**-----being signed for
-%-%-%-%-%**-%**-%-%-%-%-%

-***-**-**----*Don't know / na
-%*%*%*%-%**-%**-%-%-%-%*%

*1068***8**32-314Other
*%4%3%4%*%**3%**5%3%-%3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

Delivery time (when you
receive your mail

**1213-**2*-9delivery)
**1%1%1%1%-%**1%*%-%2%

Delivery consistency /
reliability (e.g.
arrives as promised

**21056***56*15consistently)
**5%5%5%3%*%**3%4%*%3%

Collection time of items
***32*2**32-6you are sending
**1%2%2%*%2%**2%1%-%1%

b

**27482**78-13Collection reliability
**5%3%4%4%2%**4%5%-%3%

a

Availability of a daily
**-----**----collection
**-%-%-%-%-%**-%-%-%-%

**-----**----Latest collection time
**-%-%-%-%-%**-%-%-%-%

Account management (if
**-----**----applicable)
**-%-%-%-%-%**-%-%-%-%

Trustworthiness of the
**-----**----provider
**-%-%-%-%-%**-%-%-%-%

**-222-**22-4Latest collection time
**-%1%2%1%-%**1%1%-%1%

**3147226**1514536Amount of lost post sent
**6%7%6%10%7%**8%9%7%8%

**321628417870**14711671357No Problems
**72%78%79%78%84%**77%74%89%80%

b

**333--**---4Price of postage
**6%1%2%-%-%**-%-%-%1%

b

Items being delivered
**-71102**128118intact/undamaged
**-%3%1%4%3%**6%5%2%4%

Wrong postage /
shortfall on incoming

**-----**----mail - having to pay
**-%-%-%-%-%**-%-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
159224106232772220416873439Unweighted total
*44208105229841819115880449Weighted total

Accessibility of the
sorting office / opening

**-----**----hours
**-%-%-%-%-%**-%-%-%-%

Lost or late delivery of
**11-11**2112sent mail
**3%1%-%1%1%**1%1%1%*%

Wrong mail delivered /
our mail delivered

***3*7-**25-7elsewhere
**1%1%*%3%-%**1%3%-%2%

Problems with  the Smart
**-----**----Stamp online system
**-%-%-%-%-%**-%-%-%-%

Recorded letters not
**-----**----being signed for
**-%-%-%-%-%**-%-%-%-%

*****--***--*Don't know / na
***%*%*%-%-%***%-%-%*%

**-7-44**92314Other
**-%3%-%2%5%**5%1%3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

Delivery time (when you
receive your mail

**11-22**13***1219delivery)
**1%1%-%1%1%**1%2%*%**1%1%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

**35*55**146**29515consistently)
**2%3%*%3%3%**1%2%2%**5%6%5%3%

cc

Collection time of items
**1-213***22***1*6you are sending
**1%-%1%1%2%**1%1%1%**1%1%*%1%

**44637**468**13113Collection reliability
**3%2%4%2%4%**4%3%3%**2%2%1%3%

Availability of a daily
**-----**---**----collection
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**-----**---**----Latest collection time
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Account management (if
**-----**---**----applicable)
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Trustworthiness of the
**-----**---**----provider
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**222-2**-22**---4Latest collection time
**2%1%1%-%1%**-%1%1%**-%-%-%1%

**121191514**82122**6161236Amount of lost post sent
**9%7%6%10%8%**10%11%9%**13%10%12%8%

**102123120113129**66142208**3311773357No Problems
**77%78%82%75%77%**77%77%80%**69%72%73%80%

**-----**---**-334Price of postage
**-%-%-%-%-%**-%-%-%**-%2%3%1%

Items being delivered
**99497**3611**27518intact/undamaged
**6%6%3%6%4%**3%3%4%**5%5%5%4%

Wrong postage /
shortfall on incoming

**-----**---**----mail - having to pay
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Accessibility of the
sorting office / opening

**-----**---**----hours
**-%-%-%-%-%**-%-%-%**-%-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
101481701511641891101178247159173104439Unweighted total
12133158146151168*85183260*48162100449Weighted total

Lost or late delivery of
**11221**-11**-2-2sent mail
***%1%1%1%1%**-%*%*%**-%1%-%*%

Wrong mail delivered /
our mail delivered

**22322**243**2217elsewhere
**2%1%2%2%1%**3%2%1%**5%1%1%2%

Problems with  the Smart
**-----**---**----Stamp online system
**-%-%-%-%-%**-%-%-%**-%-%-%-%

Recorded letters not
**-----**---**----being signed for
**-%-%-%-%-%**-%-%-%**-%-%-%-%

****-****---**-***Don't know / na
***%*%-%*%*%**-%-%-%**-%*%*%*%

**48377**348**28414Other
**3%5%2%4%4%**3%2%3%**5%5%4%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

Delivery time (when you
receive your mail

********1*****---9delivery)
********1%*%****-%-%-%2%

Delivery consistency /
reliability (e.g.
arrives as promised

********-5*****-*15consistently)
********-%3%*****%-%*%3%

b

Collection time of items
********1-****-226you are sending
********1%-%****-%3%2%1%

********54****16313Collection reliability
********4%2%****2%9%4%3%

c

Availability of a daily
********--****----collection
********-%-%****-%-%-%-%

********--****----Latest collection time
********-%-%****-%-%-%-%

Account management (if
********--****----applicable)
********-%-%****-%-%-%-%

Trustworthiness of the
********--****----provider
********-%-%****-%-%-%-%

********22****2224Latest collection time
********2%1%****2%3%3%1%

********1111****64536Amount of lost post sent
********9%8%****6%6%7%8%

********92115****794867357No Problems
********77%77%****84%76%83%80%

********--****---4Price of postage
********-%-%****-%-%-%1%

Items being delivered
********77****22218intact/undamaged
********6%5%****3%3%2%4%

Wrong postage /
shortfall on incoming

********--****----mail - having to pay
********-%-%****-%-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
320461391581927947189439Unweighted total
424371191481529946481449Weighted total

Accessibility of the
sorting office / opening

********--****----hours
********-%-%****-%-%-%-%

Lost or late delivery of
********11****11-2sent mail
*********%1%****1%1%-%*%

Wrong mail delivered /
our mail delivered

********22****3117elsewhere
********2%2%****3%1%1%2%

Problems with  the Smart
********--****----Stamp online system
********-%-%****-%-%-%-%

Recorded letters not
********--****----being signed for
********-%-%****-%-%-%-%

**************---*Don't know / na
*********%*%****-%-%-%*%

********59****12214Other
********4%6%****1%3%3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

Delivery time (when you
receive your mail

*2**1**391987779delivery)
*%3%***%**2%2%*%2%2%2%2%2%2%

ba

Delivery consistency /
reliability (e.g.
arrives as promised

6***6**101511151215151515consistently)
3%*%**2%**7%4%3%4%3%4%4%4%3%

Collection time of items
21**2**262646666you are sending
1%2%**1%**2%1%1%1%1%1%2%1%1%

81**7**5137131112111213Collection reliability
4%1%**3%**3%3%2%3%3%3%3%3%3%

Availability of a daily
--**-**---------collection
-%-%**-%**-%-%-%-%-%-%-%-%-%

--**-**---------Latest collection time
-%-%**-%**-%-%-%-%-%-%-%-%-%

Account management (if
--**-**---------applicable)
-%-%**-%**-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--**-**---------provider
-%-%**-%**-%-%-%-%-%-%-%-%-%

2-**-**-42444444Latest collection time
1%-%**-%**-%1%1%1%1%1%1%1%1%

1115**15**153617363336313636Amount of lost post sent
5%22%**6%**10%8%5%8%8%8%9%8%8%

b

17548**187**115335259338310338275335357No Problems
80%72%**80%**74%79%84%79%80%80%78%79%80%

c

--**-**-4-444444Price of postage
-%-%**-%**-%1%-%1%1%1%1%1%1%

Items being delivered
87**10**8169181418141818intact/undamaged
4%10%**4%**5%4%3%4%4%4%4%4%4%

b

Wrong postage /
shortfall on incoming

--**-**---------mail - having to pay
-%-%**-%**-%-%-%-%-%-%-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
235619252-175415310427392420358416439Unweighted total
2206814235-154423309429389425351421449Weighted total

Accessibility of the
sorting office / opening

--**-**---------hours
-%-%**-%**-%-%-%-%-%-%-%-%-%

Lost or late delivery of
11**2**-11222122sent mail
1%1%**1%**-%*%*%*%*%*%*%*%*%

Wrong mail delivered /
our mail delivered

4***5**275775557elsewhere
2%*%**2%**2%2%1%2%2%1%1%1%2%

Problems with  the Smart
--**-**---------Stamp online system
-%-%**-%**-%-%-%-%-%-%-%-%-%

Recorded letters not
--**-**---------being signed for
-%-%**-%**-%-%-%-%-%-%-%-%-%

*-**************Don't know / na
*%-%***%***%*%*%*%*%*%*%*%*%

92**9**6149141212101214Other
4%3%**4%**4%3%3%3%3%3%3%3%3%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

Delivery time (when you
receive your mail

452**7243-9**59delivery)
2%2%1%**5%3%2%3%-%10%**1%2%

cb

Delivery consistency /
reliability (e.g.
arrives as promised

4115**8861-15**1215consistently)
2%5%2%**5%10%2%1%-%17%**3%3%

babb

Collection time of items
413**223--6**46you are sending
2%1%1%**2%3%1%-%-%6%**1%1%

b

933**9274-13**1113Collection reliability
4%2%1%**6%3%3%4%-%14%**3%3%

cb

Availability of a daily
---**------**--collection
-%-%-%**-%-%-%-%-%-%**-%-%

---**------**--Latest collection time
-%-%-%**-%-%-%-%-%-%**-%-%

Account management (if
---**------**--applicable)
-%-%-%**-%-%-%-%-%-%**-%-%

Trustworthiness of the
---**------**--provider
-%-%-%**-%-%-%-%-%-%**-%-%

22-**422--4**24Latest collection time
1%1%-%**3%3%1%-%-%4%***%1%

cb

162011**1331815-36**2236Amount of lost post sent
7%9%5%**9%4%7%14%-%39%**6%8%

cbcb

191166207**1065921875357-**328357No Problems
82%77%85%**72%77%83%72%100%-%**85%80%

aaa

4-3**2-4--4**44Price of postage
2%-%1%**1%-%2%-%-%5%**1%1%

ab

Items being delivered
1178**7287-18**518intact/undamaged

5%3%3%**5%3%3%7%-%20%**1%4%

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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
22421524246143702621033508716369439Unweighted total
23421524358146762621043579119385449Weighted total

Wrong postage /
shortfall on incoming

---**------**--mail - having to pay
-%-%-%**-%-%-%-%-%-%**-%-%

Accessibility of the
sorting office / opening

---**------**--hours
-%-%-%**-%-%-%-%-%-%**-%-%

Lost or late delivery of
111**1-2--2**-2sent mail
*%1%1%***%-%1%-%-%2%**-%*%

b

Wrong mail delivered /
our mail delivered

431**61-7-7**27elsewhere
2%1%*%**4%1%-%6%-%8%**1%2%

cbb

Problems with  the Smart
---**------**--Stamp online system
-%-%-%**-%-%-%-%-%-%**-%-%

Recorded letters not
---**------**--being signed for
-%-%-%**-%-%-%-%-%-%**-%-%

**-**-*----**-*Don't know / na
*%*%-%**-%*%-%-%-%-%**-%*%

968**4292-14**814Other
4%3%3%**3%3%4%2%-%16%**2%3%

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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

Delivery time (when you
receive your mail

************************9delivery)
************************2%

Delivery consistency /
reliability (e.g.
arrives as promised

************************15consistently)
************************3%

jk

Collection time of items
************************6you are sending
************************1%

************************13Collection reliability
************************3%

gk

Availability of a daily
************************-collection
************************-%

************************-Latest collection time
************************-%

Account management (if
************************-applicable)
************************-%

Trustworthiness of the
************************-provider
************************-%

************************4Latest collection time
************************1%

************************36Amount of lost post sent
************************8%

fgk

************************357No Problems
************************80%

aaciaaaacefhijaaacia

************************4Price of postage
************************1%

Items being delivered
************************18intact/undamaged
************************4%

Wrong postage /
shortfall on incoming

************************-mail - having to pay
************************-%

Accessibility of the
sorting office / opening

************************-hours
************************-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
313942483639303335343636439Unweighted total
274448723322384016394228449Weighted total

Lost or late delivery of
************************2sent mail
*************************%

Wrong mail delivered /
our mail delivered

************************7elsewhere
************************2%

Problems with  the Smart
************************-Stamp online system
************************-%

Recorded letters not
************************-being signed for
************************-%

*************************Don't know / na
*************************%

************************14Other
************************3%

gikcdghijkl
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

Delivery time (when you
receive your mail

11259delivery)
1%1%2%4%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-67215consistently)
-%5%7%2%3%

dd

Collection time of items
22-26you are sending
1%2%-%2%1%

24*613Collection reliability
1%3%*%6%3%

b

Availability of a daily
-----collection
-%-%-%-%-%

-----Latest collection time
-%-%-%-%-%

Account management (if
-----applicable)
-%-%-%-%-%

Trustworthiness of the
-----provider
-%-%-%-%-%

--224Latest collection time
-%-%2%2%1%

8851436Amount of lost post sent
7%6%6%13%8%

1041007678357No Problems
87%79%81%71%80%

a

-3-24Price of postage
-%2%-%2%1%

Items being delivered
374418intact/undamaged
2%6%4%4%4%

Wrong postage /
shortfall on incoming

-----mail - having to pay
-%-%-%-%-%

Accessibility of the
sorting office / opening

-----hours
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
11212398106439Unweighted total
11912794109449Weighted total

Lost or late delivery of
1--12sent mail
1%-%-%*%*%

Wrong mail delivered /
our mail delivered

1-*67elsewhere
1%-%*%6%2%

bcd

Problems with  the Smart
-----Stamp online system
-%-%-%-%-%

Recorded letters not
-----being signed for
-%-%-%-%-%

-**-*Don't know / na
-%*%*%-%*%

1-6714Other
1%-%6%7%3%

cdcd
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
8141910165293854Unweighted total
1*6241821*15961Weighted total

********************-Very low
********************-%

********************-Quite low
********************-%

********************1Neither low nor high
********************1%

********************30Quite high
********************50%

********************27Very high
********************45%

Don't Know (DO NOT READ
********************2OUT)
********************3%

********************58NET: High
********************95%

********************-NET: Low
********************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
58437626311124254Unweighted total
1315610210421196261Weighted total

**************************-Very low
**************************-%

**************************-Quite low
**************************-%

**************************1Neither low nor high
**************************1%

**************************30Quite high
**************************50%

**************************27Very high
**************************45%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************58NET: High
**************************95%

**************************-NET: Low
**************************-%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
450747114220249254Unweighted total
456655107226159161Weighted total

************************-Very low
************************-%

************************-Quite low
************************-%

************************1Neither low nor high
************************1%

************************30Quite high
************************50%

************************27Very high
************************45%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************58NET: High
************************95%

************************-NET: Low
************************-%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2182525254Unweighted total
23122545761Weighted total

********--Very low
********-%-%

********--Quite low
********-%-%

********11Neither low nor high
********1%1%

********2830Quite high
********50%50%

********2527Very high
********45%45%

Don't Know (DO NOT READ
********22OUT)
********4%3%

********5458NET: High
********95%95%

********--NET: Low
********-%-%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
2919611044----19192554Unweighted total
28257*1150----*11183261Weighted total

****************************-Very low
****************************-%

****************************-Quite low
****************************-%

****************************1Neither low nor high
****************************1%

****************************30Quite high
****************************50%

****************************27Very high
****************************45%

Don't Know (DO NOT READ
****************************2OUT)
****************************3%

****************************58NET: High
****************************95%

****************************-NET: Low
****************************-%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---1--3639174137303154Unweighted total
---2--3844144440323361Weighted total

**************************-Very low
**************************-%

**************************-Quite low
**************************-%

**************************1Neither low nor high
**************************1%

**************************30Quite high
**************************50%

df

**************************27Very high
**************************45%

b

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************58NET: High
**************************95%

**************************-NET: Low
**************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-581113-------4154Unweighted total
-291118-------4461Weighted total

**************************-Very low
**************************-%

**************************-Quite low
**************************-%

**************************1Neither low nor high
**************************1%

**************************30Quite high
**************************50%

**************************27Very high
**************************45%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************58NET: High
**************************95%

**************************-NET: Low
**************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 117  (continuation)                                                                                                                                                  Page 2005

The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
730302413127471251354Unweighted total
930313013*31451581261Weighted total

************************-Very low
************************-%

************************-Quite low
************************-%

************************1Neither low nor high
************************1%

************************30Quite high
************************50%

************************27Very high
************************45%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************58NET: High
************************95%

************************-NET: Low
************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
-122813338528251154Unweighted total
-1032153212528231661Weighted total

********************-Very low
********************-%

********************-Quite low
********************-%

********************1Neither low nor high
********************1%

********************30Quite high
********************50%

********************27Very high
********************45%

Don't Know (DO NOT READ
********************2OUT)
********************3%

********************58NET: High
********************95%

********************-NET: Low
********************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*ba*d*c*b*aSignificance Level: 95%
-1826212427-242231-16231454Unweighted total
-1926212528-212834-13271861Weighted total

****************************-Very low
****************************-%

****************************-Quite low
****************************-%

****************************1Neither low nor high
****************************1%

****************************30Quite high
****************************50%

****************************27Very high
****************************45%

Don't Know (DO NOT READ
****************************2OUT)
****************************3%

****************************58NET: High
****************************95%

****************************-NET: Low
****************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2--1624271391554Unweighted total
-2--1625*71591161Weighted total

**********************-Very low
**********************-%

**********************-Quite low
**********************-%

**********************1Neither low nor high
**********************1%

**********************30Quite high
**********************50%

**********************27Very high
**********************45%

Don't Know (DO NOT READ
**********************2OUT)
**********************3%

**********************58NET: High
**********************95%

**********************-NET: Low
**********************-%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3213337-315244514753425354Unweighted total
3020635-335949574759445961Weighted total

************-**-**-**--Very low
************-%**-%**-%**-%-%

************-**-**-**--Quite low
************-%**-%**-%**-%-%

************1**1**1**11Neither low nor high
************1%**1%**1%**1%1%

************29**27**28**2830Quite high
************49%**47%**48%**48%50%

************27**27**27**2727Very high
************46%**48%**47%**47%45%

Don't Know (DO NOT READ
************2**2**2**22OUT)
************4%**4%**4%**4%3%

************57**54**56**5658NET: High
************95%**95%**95%**95%95%

************-**-**-**--NET: Low
************-%**-%**-%**-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
2529226248311445824754Unweighted total
30312410276381753725561Weighted total

************************-Very low
************************-%

************************-Quite low
************************-%

************************1Neither low nor high
************************1%

************************30Quite high
************************50%

************************27Very high
************************45%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************58NET: High
************************95%

************************-NET: Low
************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
45345658354254Unweighted total
363883515*44261Weighted total

************************-Very low
************************-%

************************-Quite low
************************-%

************************1Neither low nor high
************************1%

************************30Quite high
************************50%

************************27Very high
************************45%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************58NET: High
************************95%

************************-NET: Low
************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1215161154Unweighted total
1219201061Weighted total

********-Very low
********-%

********-Quite low
********-%

********1Neither low nor high
********1%

********30Quite high
********50%

********27Very high
********45%

Don't Know (DO NOT READ
********2OUT)
********3%

********58NET: High
********95%

********-NET: Low
********-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
8141910165293854Unweighted total
1*6241821*15961Weighted total

********************-Very low
********************-%

********************6Quite low
********************10%

********************11Neither low nor high
********************17%

********************24Quite high
********************39%

********************18Very high
********************29%

Don't Know (DO NOT READ
********************2OUT)
********************3%

********************42NET: High
********************69%

********************6NET: Low
********************10%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
58437626311124254Unweighted total
1315610210421196261Weighted total

**************************-Very low
**************************-%

**************************6Quite low
**************************10%

**************************11Neither low nor high
**************************17%

**************************24Quite high
**************************39%

**************************18Very high
**************************29%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************42NET: High
**************************69%

**************************6NET: Low
**************************10%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
450747114220249254Unweighted total
456655107226159161Weighted total

************************-Very low
************************-%

************************6Quite low
************************10%

************************11Neither low nor high
************************17%

************************24Quite high
************************39%

************************18Very high
************************29%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************42NET: High
************************69%

************************6NET: Low
************************10%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2182525254Unweighted total
23122545761Weighted total

********--Very low
********-%-%

********66Quite low
********11%10%

********1111Neither low nor high
********19%17%

********2024Quite high
********35%39%

********1818Very high
********31%29%

Don't Know (DO NOT READ
********22OUT)
********4%3%

********3742NET: High
********66%69%

********66NET: Low
********11%10%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
2919611044----19192554Unweighted total
28257*1150----*11183261Weighted total

****************************-Very low
****************************-%

****************************6Quite low
****************************10%

****************************11Neither low nor high
****************************17%

****************************24Quite high
****************************39%

****************************18Very high
****************************29%

Don't Know (DO NOT READ
****************************2OUT)
****************************3%

****************************42NET: High
****************************69%

****************************6NET: Low
****************************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2018

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---1--3639174137303154Unweighted total
---2--3844144440323361Weighted total

**************************-Very low
**************************-%

**************************6Quite low
**************************10%

**************************11Neither low nor high
**************************17%

**************************24Quite high
**************************39%

**************************18Very high
**************************29%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************42NET: High
**************************69%

**************************6NET: Low
**************************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2019

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-581113-------4154Unweighted total
-291118-------4461Weighted total

**************************-Very low
**************************-%

**************************6Quite low
**************************10%

**************************11Neither low nor high
**************************17%

**************************24Quite high
**************************39%

**************************18Very high
**************************29%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************42NET: High
**************************69%

**************************6NET: Low
**************************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2020

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
730302413127471251354Unweighted total
930313013*31451581261Weighted total

************************-Very low
************************-%

************************6Quite low
************************10%

************************11Neither low nor high
************************17%

************************24Quite high
************************39%

************************18Very high
************************29%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************42NET: High
************************69%

************************6NET: Low
************************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2021

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
-122813338528251154Unweighted total
-1032153212528231661Weighted total

********************-Very low
********************-%

********************6Quite low
********************10%

********************11Neither low nor high
********************17%

********************24Quite high
********************39%

********************18Very high
********************29%

Don't Know (DO NOT READ
********************2OUT)
********************3%

********************42NET: High
********************69%

********************6NET: Low
********************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2022

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*ba*d*c*b*aSignificance Level: 95%
-1826212427-242231-16231454Unweighted total
-1926212528-212834-13271861Weighted total

****************************-Very low
****************************-%

****************************6Quite low
****************************10%

****************************11Neither low nor high
****************************17%

****************************24Quite high
****************************39%

****************************18Very high
****************************29%

Don't Know (DO NOT READ
****************************2OUT)
****************************3%

****************************42NET: High
****************************69%

****************************6NET: Low
****************************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2023

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2--1624271391554Unweighted total
-2--1625*71591161Weighted total

**********************-Very low
**********************-%

**********************6Quite low
**********************10%

**********************11Neither low nor high
**********************17%

**********************24Quite high
**********************39%

**********************18Very high
**********************29%

Don't Know (DO NOT READ
**********************2OUT)
**********************3%

**********************42NET: High
**********************69%

**********************6NET: Low
**********************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2024

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3213337-315244514753425354Unweighted total
3020635-335949574759445961Weighted total

************-**-**-**--Very low
************-%**-%**-%**-%-%

************5**6**6**66Quite low
************9%**11%**11%**11%10%

************11**11**11**1111Neither low nor high
************18%**19%**18%**18%17%

************24**20**22**2224Quite high
************40%**36%**37%**37%39%

************18**18**18**1818Very high
************30%**31%**30%**30%29%

Don't Know (DO NOT READ
************2**2**2**22OUT)
************4%**4%**4%**4%3%

************42**38**40**4042NET: High
************70%**67%**67%**67%69%

************5**6**6**66NET: Low
************9%**11%**11%**11%10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2025

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
2529226248311445824754Unweighted total
30312410276381753725561Weighted total

************************-Very low
************************-%

************************6Quite low
************************10%

************************11Neither low nor high
************************17%

************************24Quite high
************************39%

************************18Very high
************************29%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************42NET: High
************************69%

************************6NET: Low
************************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2026

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
45345658354254Unweighted total
363883515*44261Weighted total

************************-Very low
************************-%

************************6Quite low
************************10%

************************11Neither low nor high
************************17%

************************24Quite high
************************39%

************************18Very high
************************29%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************42NET: High
************************69%

************************6NET: Low
************************10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2027

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1215161154Unweighted total
1219201061Weighted total

********-Very low
********-%

********6Quite low
********10%

********11Neither low nor high
********17%

********24Quite high
********39%

********18Very high
********29%

Don't Know (DO NOT READ
********2OUT)
********3%

********42NET: High
********69%

********6NET: Low
********10%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 118  (continuation)                                                                                                                                                  Page 2028

The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
9-8914133374053Unweighted total
6-1116192**16364Weighted total

********************-Very low
********************-%

********************5Quite low
********************7%

********************6Neither low nor high
********************10%

********************12Quite high
********************18%

********************42Very high
********************64%

Don't Know (DO NOT READ
********************-OUT)
********************-%

********************53NET: High
********************83%

********************5NET: Low
********************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119                                                                                                                                                                  Page 2029

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2644154583175353Unweighted total
1226087810211010464Weighted total

**************************-Very low
**************************-%

**************************5Quite low
**************************7%

**************************6Neither low nor high
**************************10%

**************************12Quite high
**************************18%

**************************42Very high
**************************64%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: High
**************************83%

**************************5NET: Low
**************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2030

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
35044991221-115253Unweighted total
*6436192129-215364Weighted total

************************-Very low
************************-%

************************5Quite low
************************7%

************************6Neither low nor high
************************10%

************************12Quite high
************************18%

************************42Very high
************************64%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: High
************************83%

************************5NET: Low
************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2031

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
27101515253Unweighted total
35131526264Weighted total

********--Very low
********-%-%

********55Quite low
********8%7%

********66Neither low nor high
********10%10%

********1212Quite high
********19%18%

********3942Very high
********63%64%

Don't Know (DO NOT READ
********--OUT)
********-%-%

********5153NET: High
********82%83%

********55NET: Low
********8%7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2032

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
321741746---1-6252153Unweighted total
36244*658---*-6302864Weighted total

****************************-Very low
****************************-%

****************************5Quite low
****************************7%

****************************6Neither low nor high
****************************10%

****************************12Quite high
****************************18%

****************************42Very high
****************************64%

Don't Know (DO NOT READ
****************************-OUT)
****************************-%

****************************53NET: High
****************************83%

****************************5NET: Low
****************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2033

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edc*b*aSignificance Level: 95%
--1---3037104531252653Unweighted total
--*---344285635282664Weighted total

**************************-Very low
**************************-%

**************************5Quite low
**************************7%

**************************6Neither low nor high
**************************10%

**************************12Quite high
**************************18%

**************************42Very high
**************************64%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: High
**************************83%

**************************5NET: Low
**************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2034

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-88691--1--14353Unweighted total
-68516*--*--25464Weighted total

**************************-Very low
**************************-%

**************************5Quite low
**************************7%

**************************6Neither low nor high
**************************10%

**************************12Quite high
**************************18%

**************************42Very high
**************************64%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: High
**************************83%

**************************5NET: Low
**************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2035

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
-3131229-362151071153Unweighted total
-3537289-472181181664Weighted total

************************-Very low
************************-%

************************5Quite low
************************7%

************************6Neither low nor high
************************10%

************************12Quite high
************************18%

************************42Very high
************************64%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: High
************************83%

************************5NET: Low
************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2036

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
11123143312328221553Unweighted total
*1122184313332211964Weighted total

********************-Very low
********************-%

********************5Quite low
********************7%

********************6Neither low nor high
********************10%

********************12Quite high
********************18%

********************42Very high
********************64%

Don't Know (DO NOT READ
********************-OUT)
********************-%

********************53NET: High
********************83%

********************5NET: Low
********************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2037

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*cba*d*c*b*aSignificance Level: 95%
62223252426117303617201453Unweighted total
82227292626*173546*6201964Weighted total

****************************-Very low
****************************-%

****************************5Quite low
****************************7%

****************************6Neither low nor high
****************************10%

****************************12Quite high
****************************18%

****************************42Very high
****************************64%

Don't Know (DO NOT READ
****************************-OUT)
****************************-%

****************************53NET: High
****************************83%

****************************5NET: Low
****************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2038

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
12--17223417121453Unweighted total
*4--13243720131464Weighted total

**********************-Very low
**********************-%

**********************5Quite low
**********************7%

**********************6Neither low nor high
**********************10%

**********************12Quite high
**********************18%

**********************42Very high
**********************64%

Don't Know (DO NOT READ
**********************-OUT)
**********************-%

**********************53NET: High
**********************83%

**********************5NET: Low
**********************7%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2714133-274740504847374753Unweighted total
2914234-315743595756435664Weighted total

**************************-Very low
**************************-%

**************************5Quite low
**************************7%

**************************6Neither low nor high
**************************10%

**************************12Quite high
**************************18%

**************************42Very high
**************************64%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: High
**************************83%

**************************5NET: Low
**************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2040

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*a*c*b*a*c*b*ab*a*baSignificance Level: 95%
3122234258291645824753Unweighted total
36292573210342157735864Weighted total

************************-Very low
************************-%

************************5Quite low
************************7%

************************6Neither low nor high
************************10%

************************12Quite high
************************18%

************************42Very high
************************64%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: High
************************83%

************************5NET: Low
************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2041

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
63353346667153Unweighted total
444943693512264Weighted total

************************-Very low
************************-%

************************5Quite low
************************7%

************************6Neither low nor high
************************10%

************************12Quite high
************************18%

************************42Very high
************************64%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: High
************************83%

************************5NET: Low
************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 119  (continuation)                                                                                                                                                  Page 2042

The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1211161453Unweighted total
1216181964Weighted total

********-Very low
********-%

********5Quite low
********7%

********6Neither low nor high
********10%

********12Quite high
********18%

********42Very high
********64%

Don't Know (DO NOT READ
********-OUT)
********-%

********53NET: High
********83%

********5NET: Low
********7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
9-8914133374053Unweighted total
6-1116192**16364Weighted total

********************1Very low
********************1%

********************-Quite low
********************-%

********************17Neither low nor high
********************26%

********************20Quite high
********************32%

********************27Very high
********************41%

Don't Know (DO NOT READ
*********************OUT)
********************1%

********************47NET: High
********************73%

********************1NET: Low
********************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 120                                                                                                                                                                  Page 2044

The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2644154583175353Unweighted total
1226087810211010464Weighted total

**************************1Very low
**************************1%

**************************-Quite low
**************************-%

**************************17Neither low nor high
**************************26%

**************************20Quite high
**************************32%

**************************27Very high
**************************41%

Don't Know (DO NOT READ
***************************OUT)
**************************1%

**************************47NET: High
**************************73%

**************************1NET: Low
**************************1%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
35044991221-115253Unweighted total
*6436192129-215364Weighted total

************************1Very low
************************1%

************************-Quite low
************************-%

************************17Neither low nor high
************************26%

************************20Quite high
************************32%

************************27Very high
************************41%

Don't Know (DO NOT READ
*************************OUT)
************************1%

************************47NET: High
************************73%

************************1NET: Low
************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 120  (continuation)                                                                                                                                                  Page 2046

The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
27101515253Unweighted total
35131526264Weighted total

********11Very low
********1%1%

********--Quite low
********-%-%

********1717Neither low nor high
********26%26%

********1820Quite high
********29%32%

********2727Very high
********43%41%

Don't Know (DO NOT READ
**********OUT)
********1%1%

********4547NET: High
********72%73%

********11NET: Low
********1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
321741746---1-6252153Unweighted total
36244*658---*-6302864Weighted total

****************************1Very low
****************************1%

****************************-Quite low
****************************-%

****************************17Neither low nor high
****************************26%

****************************20Quite high
****************************32%

****************************27Very high
****************************41%

Don't Know (DO NOT READ
*****************************OUT)
****************************1%

****************************47NET: High
****************************73%

****************************1NET: Low
****************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 120  (continuation)                                                                                                                                                  Page 2048

The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edc*b*aSignificance Level: 95%
--1---3037104531252653Unweighted total
--*---344285635282664Weighted total

**************************1Very low
**************************1%

**************************-Quite low
**************************-%

**************************17Neither low nor high
**************************26%

**************************20Quite high
**************************32%

**************************27Very high
**************************41%

Don't Know (DO NOT READ
***************************OUT)
**************************1%

**************************47NET: High
**************************73%

**************************1NET: Low
**************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 120  (continuation)                                                                                                                                                  Page 2049

The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-88691--1--14353Unweighted total
-68516*--*--25464Weighted total

**************************1Very low
**************************1%

**************************-Quite low
**************************-%

**************************17Neither low nor high
**************************26%

**************************20Quite high
**************************32%

**************************27Very high
**************************41%

Don't Know (DO NOT READ
***************************OUT)
**************************1%

**************************47NET: High
**************************73%

**************************1NET: Low
**************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 120  (continuation)                                                                                                                                                  Page 2050

The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
-3131229-362151071153Unweighted total
-3537289-472181181664Weighted total

************************1Very low
************************1%

************************-Quite low
************************-%

************************17Neither low nor high
************************26%

************************20Quite high
************************32%

************************27Very high
************************41%

Don't Know (DO NOT READ
*************************OUT)
************************1%

************************47NET: High
************************73%

************************1NET: Low
************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 120  (continuation)                                                                                                                                                  Page 2051

The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
11123143312328221553Unweighted total
*1122184313332211964Weighted total

********************1Very low
********************1%

********************-Quite low
********************-%

********************17Neither low nor high
********************26%

********************20Quite high
********************32%

********************27Very high
********************41%

Don't Know (DO NOT READ
*********************OUT)
********************1%

********************47NET: High
********************73%

********************1NET: Low
********************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 120  (continuation)                                                                                                                                                  Page 2052

The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*cba*d*c*b*aSignificance Level: 95%
62223252426117303617201453Unweighted total
82227292626*173546*6201964Weighted total

****************************1Very low
****************************1%

****************************-Quite low
****************************-%

****************************17Neither low nor high
****************************26%

****************************20Quite high
****************************32%

****************************27Very high
****************************41%

Don't Know (DO NOT READ
*****************************OUT)
****************************1%

****************************47NET: High
****************************73%

****************************1NET: Low
****************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
12--17223417121453Unweighted total
*4--13243720131464Weighted total

**********************1Very low
**********************1%

**********************-Quite low
**********************-%

**********************17Neither low nor high
**********************26%

**********************20Quite high
**********************32%

**********************27Very high
**********************41%

Don't Know (DO NOT READ
***********************OUT)
**********************1%

**********************47NET: High
**********************73%

**********************1NET: Low
**********************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2714133-274740504847374753Unweighted total
2914234-315743595756435664Weighted total

**************************1Very low
**************************1%

**************************-Quite low
**************************-%

**************************17Neither low nor high
**************************26%

**************************20Quite high
**************************32%

**************************27Very high
**************************41%

Don't Know (DO NOT READ
***************************OUT)
**************************1%

**************************47NET: High
**************************73%

**************************1NET: Low
**************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*a*c*b*a*c*b*ab*a*baSignificance Level: 95%
3122234258291645824753Unweighted total
36292573210342157735864Weighted total

************************1Very low
************************1%

************************-Quite low
************************-%

************************17Neither low nor high
************************26%

************************20Quite high
************************32%

************************27Very high
************************41%

Don't Know (DO NOT READ
*************************OUT)
************************1%

************************47NET: High
************************73%

************************1NET: Low
************************1%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
63353346667153Unweighted total
444943693512264Weighted total

************************1Very low
************************1%

************************-Quite low
************************-%

************************17Neither low nor high
************************26%

************************20Quite high
************************32%

************************27Very high
************************41%

Don't Know (DO NOT READ
*************************OUT)
************************1%

************************47NET: High
************************73%

************************1NET: Low
************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1211161453Unweighted total
1216181964Weighted total

********1Very low
********1%

********-Quite low
********-%

********17Neither low nor high
********26%

********20Quite high
********32%

********27Very high
********41%

Don't Know (DO NOT READ
*********OUT)
********1%

********47NET: High
********73%

********1NET: Low
********1%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
83722171824125472Unweighted total
4*730202**17173Weighted total

******************--Very low
******************-%-%

******************11Quite low
******************1%1%

******************66Neither low nor high
******************9%9%

******************2929Quite high
******************41%40%

******************3637Very high
******************50%51%

Don't Know (DO NOT READ
******************-*OUT)
******************-%*%

******************6566NET: High
******************91%91%

******************11NET: Low
******************1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1087472412106-62572Unweighted total

433632516158-72873Weighted total

**************************-Very low
**************************-%

**************************1Quite low
**************************1%

**************************6Neither low nor high
**************************9%

**************************29Quite high
**************************40%

**************************37Very high
**************************51%

Don't Know (DO NOT READ
***************************OUT)
***************************%

**************************66NET: High
**************************91%

**************************1NET: Low
**************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
46826461811317-12272Unweighted total
2712251172*384-9373Weighted total

**-********************-Very low
**-%********************-%

**1********************1Quite low
**1%********************1%

**6********************6Neither low nor high
**8%********************9%

**29********************29Quite high
**41%********************40%

**36********************37Very high
**50%********************51%

Don't Know (DO NOT READ
************************OUT)
***%*********************%

**65********************66NET: High
**91%********************91%

**1********************1NET: Low
**1%********************1%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
24103636972Unweighted total
25113437073Weighted total

********--Very low
********-%-%

********11Quite low
********1%1%

********66Neither low nor high
********9%9%

********2729Quite high
********39%40%

********3637Very high
********52%51%

Don't Know (DO NOT READ
**********OUT)
*********%*%

********6466NET: High
********90%91%

********11NET: Low
********1%1%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
283591468---1-3244472Unweighted total
273511*370---*-3244673Weighted total

**********-****************-Very low
**********-%****************-%

**********1****************1Quite low
**********1%****************1%

**********5****************6Neither low nor high
**********7%****************9%

**********28****************29Quite high
**********40%****************40%

**********37****************37Very high
**********52%****************51%

Don't Know (DO NOT READ
****************************OUT)
***********%*****************%

**********65****************66NET: High
**********92%****************91%

**********1****************1NET: Low
**********1%****************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 121  (continuation)                                                                                                                                                  Page 2063

The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--1-163658266144323772Unweighted total
--*-*53458246339273373Weighted total

**************-**-******-Very low
**************-%**-%******-%

**************1**1******1Quite low
**************1%**1%******1%

**************4**6******6Neither low nor high
**************7%**10%******9%

**************21**22******29Quite high
**************37%**35%******40%

**************32**34******37Very high
**************56%**54%******51%

Don't Know (DO NOT READ
**************-**-*******OUT)
**************-%**-%*******%

**************54**57******66NET: High
**************93%**89%******91%

**************1**1******1NET: Low
**************1%**1%******1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1381491--1-125772Unweighted total
-78168*--*-*26173Weighted total

************************--Very low
************************-%-%

************************11Quite low
************************1%1%

************************66Neither low nor high
************************10%9%

************************2229Quite high
************************36%40%

************************3237Very high
************************53%51%

Don't Know (DO NOT READ
************************-*OUT)
************************-%*%

************************5466NET: High
************************89%91%

************************11NET: Low
************************1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
4403537173411131582472Unweighted total
1383043173441131782573Weighted total

************************-Very low
************************-%

************************1Quite low
************************1%

************************6Neither low nor high
************************9%

************************29Quite high
************************40%

************************37Very high
************************51%

Don't Know (DO NOT READ
*************************OUT)
*************************%

************************66NET: High
************************91%

************************1NET: Low
************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-835164318337321772Unweighted total
-630184024533342173Weighted total

********************-Very low
********************-%

********************1Quite low
********************1%

********************6Neither low nor high
********************9%

********************29Quite high
********************40%

********************37Very high
********************51%

Don't Know (DO NOT READ
*********************OUT)
*********************%

********************66NET: High
********************91%

********************1NET: Low
********************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*ac*ba*d*cba*d*c*b*aSignificance Level: 95%
12729382732-163550-9271872Unweighted total
*2731392631-133656-6231773Weighted total

****************************-Very low
****************************-%

****************************1Quite low
****************************1%

****************************6Neither low nor high
****************************9%

****************************29Quite high
****************************40%

****************************37Very high
****************************51%

Don't Know (DO NOT READ
*****************************OUT)
*****************************%

****************************66NET: High
****************************91%

****************************1NET: Low
****************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*dc*b*aSignificance Level: 95%
--1123263431152172Unweighted total
--1223251335132073Weighted total

**********************-Very low
**********************-%

**********************1Quite low
**********************1%

**********************6Neither low nor high
**********************9%

**********************29Quite high
**********************40%

**********************37Very high
**********************51%

Don't Know (DO NOT READ
***********************OUT)
***********************%

**********************66NET: High
**********************91%

**********************1NET: Low
**********************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
478-52-256552716966616572Unweighted total
509-55-236855716967616573Weighted total

******-****--------Very low
******-%****-%-%-%-%-%-%-%-%

******1****11111111Quite low
******1%****1%1%1%1%1%1%1%1%

******3****55666666Neither low nor high
******5%****7%8%9%9%9%9%10%9%

******19****2618272825242429Quite high
******34%****38%32%38%40%37%40%36%40%

******33****3732373535313537Very high
******60%****54%58%52%51%53%50%54%51%

Don't Know (DO NOT READ
***********--*----*OUT)
*******%****-%-%*%-%-%-%-%*%

******52****6250646360555966NET: High
******93%****92%91%90%90%90%90%90%91%

******1****11111111NET: Low
******1%****1%1%1%1%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*ac*b*a*cb*ab*a*baSignificance Level: 95%
43293592774518601235872Unweighted total
393532103294319581536273Weighted total

****************-****--Very low
****************-%****-%-%

****************-****-1Quite low
****************-%****-%1%

****************6****46Neither low nor high
****************10%****6%9%

****************22****2629Quite high
****************38%****43%40%

****************31****3237Very high
****************53%****51%51%

Don't Know (DO NOT READ
****************-****-*OUT)
****************-%****-%*%

****************52****5866NET: High
****************90%****94%91%

****************-****-1NET: Low
****************-%****-%1%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
510576565729572Unweighted total
5125106187449273Weighted total

************************-Very low
************************-%

************************1Quite low
************************1%

************************6Neither low nor high
************************9%

************************29Quite high
************************40%

************************37Very high
************************51%

Don't Know (DO NOT READ
*************************OUT)
*************************%

************************66NET: High
************************91%

************************1NET: Low
************************1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
2018181672Unweighted total
2217191573Weighted total

********-Very low
********-%

********1Quite low
********1%

********6Neither low nor high
********9%

********29Quite high
********40%

********37Very high
********51%

Don't Know (DO NOT READ
*********OUT)
*********%

********66NET: High
********91%

********1NET: Low
********1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce
on each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
83722171824125472Unweighted total
4*730202**17173Weighted total

******************22Very low
******************2%2%

******************33Quite low
******************4%4%

******************1617Neither low nor high
******************22%23%

******************4243Quite high
******************60%58%

******************89Very high
******************11%12%

Don't Know (DO NOT READ
******************-*OUT)
******************-%*%

******************5152NET: High
******************71%71%

******************55NET: Low
******************7%7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1087472412106-62572Unweighted total

433632516158-72873Weighted total

**************************2Very low
**************************2%

**************************3Quite low
**************************4%

**************************17Neither low nor high
**************************23%

**************************43Quite high
**************************58%

**************************9Very high
**************************12%

Don't Know (DO NOT READ
***************************OUT)
***************************%

**************************52NET: High
**************************71%

**************************5NET: Low
**************************7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
46826461811317-12272Unweighted total
2712251172*384-9373Weighted total

**2********************2Very low
**2%********************2%

**2********************3Quite low
**3%********************4%

**17********************17Neither low nor high
**23%********************23%

**43********************43Quite high
**60%********************58%

**8********************9Very high
**11%********************12%

Don't Know (DO NOT READ
************************OUT)
***%*********************%

**50********************52NET: High
**71%********************71%

**4********************5NET: Low
**6%********************7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
24103636972Unweighted total
25113437073Weighted total

********22Very low
********2%2%

********33Quite low
********4%4%

********1717Neither low nor high
********24%23%

********4043Quite high
********57%58%

********89Very high
********12%12%

Don't Know (DO NOT READ
**********OUT)
*********%*%

********4952NET: High
********69%71%

********55NET: Low
********7%7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
283591468---1-3244472Unweighted total
273511*370---*-3244673Weighted total

**********1****************2Very low
**********1%****************2%

**********3****************3Quite low
**********4%****************4%

**********15****************17Neither low nor high
**********22%****************23%

**********43****************43Quite high
**********61%****************58%

**********9****************9Very high
**********13%****************12%

Don't Know (DO NOT READ
****************************OUT)
***********%*****************%

**********52****************52NET: High
**********73%****************71%

**********4****************5NET: Low
**********5%****************7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--1-163658266144323772Unweighted total
--*-*53458246339273373Weighted total

**************2**2******2Very low
**************3%**3%******2%

**************3**3******3Quite low
**************5%**5%******4%

**************13**14******17Neither low nor high
**************22%**22%******23%

**************32**38******43Quite high
**************56%**60%******58%

**************8**7******9Very high
**************14%**10%******12%

Don't Know (DO NOT READ
**************-**-*******OUT)
**************-%**-%*******%

**************41**45******52NET: High
**************70%**70%******71%

**************5**5******5NET: Low
**************8%**8%******7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1381491--1-125772Unweighted total
-78168*--*-*26173Weighted total

************************22Very low
************************3%2%

************************33Quite low
************************5%4%

************************1417Neither low nor high
************************23%23%

************************3643Quite high
************************59%58%

************************69Very high
************************10%12%

Don't Know (DO NOT READ
************************-*OUT)
************************-%*%

************************4252NET: High
************************70%71%

************************55NET: Low
************************8%7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
4403537173411131582472Unweighted total
1383043173441131782573Weighted total

************************2Very low
************************2%

************************3Quite low
************************4%

************************17Neither low nor high
************************23%

************************43Quite high
************************58%

************************9Very high
************************12%

Don't Know (DO NOT READ
*************************OUT)
*************************%

************************52NET: High
************************71%

************************5NET: Low
************************7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-835164318337321772Unweighted total
-630184024533342173Weighted total

********************2Very low
********************2%

********************3Quite low
********************4%

********************17Neither low nor high
********************23%

********************43Quite high
********************58%

********************9Very high
********************12%

Don't Know (DO NOT READ
*********************OUT)
*********************%

********************52NET: High
********************71%

********************5NET: Low
********************7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*ac*ba*d*cba*d*c*b*aSignificance Level: 95%
12729382732-163550-9271872Unweighted total
*2731392631-133656-6231773Weighted total

****************************2Very low
****************************2%

****************************3Quite low
****************************4%

****************************17Neither low nor high
****************************23%

****************************43Quite high
****************************58%

****************************9Very high
****************************12%

Don't Know (DO NOT READ
*****************************OUT)
*****************************%

****************************52NET: High
****************************71%

****************************5NET: Low
****************************7%
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Table 122  (continuation)                                                                                                                                                  Page 2083

The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*dc*b*aSignificance Level: 95%
--1123263431152172Unweighted total
--1223251335132073Weighted total

**********************2Very low
**********************2%

**********************3Quite low
**********************4%

**********************17Neither low nor high
**********************23%

**********************43Quite high
**********************58%

**********************9Very high
**********************12%

Don't Know (DO NOT READ
***********************OUT)
***********************%

**********************52NET: High
**********************71%

**********************5NET: Low
**********************7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
478-52-256552716966616572Unweighted total
509-55-236855716967616573Weighted total

******2****21222222Very low
******3%****3%1%2%3%3%3%3%2%

******2****23333233Quite low
******4%****3%6%4%4%5%4%5%4%

******11****1612171716161617Neither low nor high
******19%****24%22%23%24%24%26%25%23%

******32****3932403937343543Quite high
******59%****58%59%57%56%55%56%54%58%

******8****97999699Very high
******14%****13%13%13%13%13%11%14%12%

Don't Know (DO NOT READ
***********--*----*OUT)
*******%****-%-%*%-%-%-%-%*%

******40****4840504846414452NET: High
******73%****71%71%70%69%69%67%68%71%

******4****44555455NET: Low
******8%****5%7%7%7%7%7%7%7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*ac*b*a*cb*ab*a*baSignificance Level: 95%
43293592774518601235872Unweighted total
393532103294319581536273Weighted total

****************1****12Very low
****************2%****2%2%

****************2****33Quite low
****************4%****5%4%

****************14****1017Neither low nor high
****************25%****16%23%

****************33****3943Quite high
****************57%****63%58%

****************7****99Very high
****************12%****14%12%

Don't Know (DO NOT READ
****************-****-*OUT)
****************-%****-%*%

****************40****4752NET: High
****************69%****77%71%

****************4****45NET: Low
****************6%****7%7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
510576565729572Unweighted total
5125106187449273Weighted total

************************2Very low
************************2%

************************3Quite low
************************4%

************************17Neither low nor high
************************23%

************************43Quite high
************************58%

************************9Very high
************************12%

Don't Know (DO NOT READ
*************************OUT)
*************************%

************************52NET: High
************************71%

************************5NET: Low
************************7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
2018181672Unweighted total
2217191573Weighted total

********2Very low
********2%

********3Quite low
********4%

********17Neither low nor high
********23%

********43Quite high
********58%

********9Very high
********12%

Don't Know (DO NOT READ
*********OUT)
*********%

********52NET: High
********71%

********5NET: Low
********7%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
21819474974101351138212Unweighted total

731355549117185194Weighted total

**********-****-22Very low
**********-%****-%1%1%

****************55Quite low
**********5%****6%3%3%

****************1112Neither low nor high
**********5%****6%6%6%

**********3****26972Quite high
**********36%****36%37%37%

**********5****397102Very high
**********51%****50%52%52%

Don't Know (DO NOT READ
****************11OUT)
**********3%****2%*%*%

**********8****6166174NET: High
**********87%****86%90%90%

****************77NET: Low
**********5%****6%4%4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3320201391224162120621712212Unweighted total

910111649291931229211014194Weighted total

******2******************2Very low
******1%******************1%

******4******************5Quite low
******3%******************3%

******10******************12Neither low nor high
******6%******************6%

******66******************72Quite high
******40%******************37%

m

******82******************102Very high
******50%******************52%

j

Don't Know (DO NOT READ
*************************1OUT)
*******%*******************%

******148******************174NET: High
******90%******************90%

******6******************7NET: Low
******4%******************4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
291835715563897473415212Unweighted total
261684115354888222323194Weighted total

**2-2-****2********2Very low
**1%-%1%-%****2%********1%

**5231*************5Quite low
**3%5%2%2%*****%********3%

e

**92105****6********12Neither low nor high
**5%4%7%9%****7%********6%

**65106225****29********72Quite high
**38%25%41%46%****35%********37%

b

**86277523****44********102Very high
**51%66%49%42%****54%********52%

a

Don't Know (DO NOT READ
**11*-****1********1OUT)
***%1%*%-%****1%*********%

**1513713748****73********174NET: High
**90%90%90%89%****89%********90%

**7251****2********7NET: Low
**4%5%3%2%****3%********4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
65391058204212Unweighted total
533210610183194Weighted total

2**-**22Very low
3%**-%**1%1%

1**4**55Quite low
2%**4%**3%3%

3**6**1212Neither low nor high
5%**6%**6%6%

16**39**7072Quite high
29%**37%**38%37%

32**56**93102Very high
60%**53%**51%52%

Don't Know (DO NOT READ
1*****11OUT)
1%***%***%*%

47**95**164174NET: High
89%**90%**89%90%

3**4**77NET: Low
5%**4%**4%4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
818942622190--1411659131212Unweighted total
577859315179--*3*1143136194Weighted total

-2******2************-22Very low
-%2%******1%************-%1%1%

12******4************-45Quite low
2%2%******2%************-%3%3%

25******10*************1012Neither low nor high
3%7%******6%************1%7%6%

2526******70************234872Quite high
43%34%******39%************54%35%37%

a

2942******92************1972102Very high
51%54%******51%************45%53%52%

Don't Know (DO NOT READ
1**********************1OUT)
1%*%*******%*************%*%*%

5468******162************42120174NET: High
94%88%******91%************99%88%90%

ai

14******6************-67NET: Low
2%5%******3%************-%5%4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-212671161305013813486122212Unweighted total
-2**151051043211911263101194Weighted total

************2---2222Very low
************2%-%-%-%2%3%2%1%

d

************25113135Quite low
************2%4%2%1%2%1%3%3%

************473354512Neither low nor high
************4%7%8%2%4%7%5%6%

************413664545263972Quite high
************39%34%19%38%40%41%38%37%

eeeee

************55562369582953102Very high
************52%54%71%58%51%46%52%52%

abcf

Don't Know (DO NOT READ
************11-11111OUT)
************1%1%-%1%1%1%1%*%

************9692291151035592174NET: High
************91%88%90%96%91%87%90%90%

abf

************45114347NET: Low
************4%4%2%1%4%4%4%4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*cba*h*g*f*e*d*c*baSignificance Level: 95%
-312635424-13-26126212Unweighted total
-112135453-12-22112194Weighted total

************************-2Very low
************************-%1%

************************15Quite low
*************************%3%

************************312Neither low nor high
************************2%6%

************************4572Quite high
************************40%37%

************************64102Very high
************************57%52%

Don't Know (DO NOT READ
*************************1OUT)
*************************%*%

************************109174NET: High
************************97%90%

************************17NET: Low
*************************%4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*e*dc*baSignificance Level: 95%
35991189434599528461940212Unweighted total
30831019326192423411834194Weighted total

**2-2****-**********2Very low
**2%-%2%****-%**********1%

**351****1**********5Quite low
**3%5%1%****1%**********3%

**175****2**********12Neither low nor high
**2%7%5%****2%**********6%

a

**313934****35**********72Quite high
**38%39%36%****39%**********37%

a

**455052****53**********102Very high
**54%49%56%****57%**********52%

c

Don't Know (DO NOT READ
**1*1****1**********1OUT)
**1%*%1%****1%***********%

**768985****88**********174NET: High
**92%88%92%****96%**********90%

**452****1**********7NET: Low
**5%5%3%****1%**********4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*babaSignificance Level: 95%
12611147100378807830212Unweighted total
*15914178391596126194Weighted total

****2**-****2-**2Very low
****2%**-%****3%-%**1%

****3*******3***5Quite low
****3%**1%****4%1%**3%

****3**3*****2**12Neither low nor high
****4%**3%*****%4%**6%

****36**32****2123**72Quite high
****40%**41%****36%39%**37%

****46**43****3234**102Very high
****50%**56%****55%57%**52%

Don't Know (DO NOT READ
****1**-****1***1OUT)
****1%**-%****1%*%***%

****82**75****5358**174NET: High
****91%**96%****91%96%**90%

****4*******4***7NET: Low
****5%**1%****8%1%**4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
35268666277149781111257347212Unweighted total
12945564051*3668102*195536194Weighted total

**-2-22****--****2**2Very low
**-%4%-%5%4%****-%-%****3%**1%

**22113****1*****1**5Quite low
**8%5%1%2%5%****1%*%****1%**3%

****1******21****3**12Neither low nor high
**1%*%2%*%*%****3%1%****6%**6%

**1217211318****3040****22**72Quite high
**40%37%37%32%35%****44%39%****40%**37%

**1525332428****3460****27**102Very high
**50%54%59%60%54%****50%59%****48%**52%

Don't Know (DO NOT READ
****111****11****1**1OUT)
**1%1%1%2%1%****1%1%****1%***%

**2741543745****64100****48**174NET: High
**90%91%96%91%89%****95%98%****88%**90%

**24134****1*****3**7NET: Low
**8%9%1%6%9%****1%*%****5%**4%

c
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dc*baSignificance Level: 95%
-1245516487412940212Unweighted total
-1035294675332436194Weighted total

********-2**********2Very low
********-%4%**********1%

********22**********5Quite low
********8%5%**********3%

********************12Neither low nor high
********1%*%**********6%

********1216**********72Quite high
********42%35%**********37%

********1325**********102Very high
********47%55%**********52%

Don't Know (DO NOT READ
********11**********1OUT)
********3%2%***********%

********2641**********174NET: High
********88%90%**********90%

********24**********7NET: Low
********8%9%**********4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
101244112-79200142207188204169202212Unweighted total

7819586-58182126187168185148185194Weighted total

2****2**-22222222Very low
2%****2%**-%1%1%1%1%1%1%1%1%

1*******151555555Quite low
1%*****%**1%3%1%3%3%3%3%3%3%

5****5**41181291191112Neither low nor high
6%****6%**7%6%6%6%5%6%6%6%6%

30****31**286944696470637072Quite high
38%****37%**48%38%35%37%38%38%42%38%37%

40****47**2594709888956995102Very high
51%****55%**44%52%56%52%52%52%47%52%52%

Don't Know (DO NOT READ
1****1***11111111OUT)
1%****1%***%*%*%*%*%*%1%*%*%

70****78**53163115167152166132166174NET: High
90%****91%**91%89%91%89%90%90%89%90%90%

3****2**173777777NET: Low
3%****2%**1%4%2%4%4%4%4%4%4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
11110113017633513343177347185212Unweighted total
1128212318523612037162325177194Weighted total

-22**-**2**-****-2Very low
-%2%2%**-%**2%**-%****-%1%

b

321**4**3**1****25Quite low
3%3%1%**8%**3%**1%****1%3%

cb

396**3**6**6****712Neither low nor high
2%11%5%**6%**5%**4%****4%6%

bb

492443**24**44**55****6872Quite high
44%29%35%**47%**37%**34%****38%37%

ab

574571**20**64**100****100102Very high
51%55%58%**39%**54%**62%****57%52%

aa

Don't Know (DO NOT READ
1*1**-**-*******-1OUT)
1%*%1%**-%**-%***%****-%*%

10668114**45**108**155****168174NET: High
94%84%93%**86%**90%**96%****95%90%

aa

343**4**5**1****27NET: Low
3%5%2%**8%**4%**1%****1%4%

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 123  (continuation)                                                                                                                                                  Page 2101

The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
191826271722131313111617212Unweighted total
1620314081415146121010194Weighted total

************************2Very low
************************1%

************************5Quite low
************************3%

************************12Neither low nor high
************************6%

************************72Quite high
************************37%

************************102Very high
************************52%

Don't Know (DO NOT READ
************************1OUT)
*************************%

************************174NET: High
************************90%

************************7NET: Low
************************4%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
63663944212Unweighted total
66623431194Weighted total

--****2Very low
-%-%****1%

c

-1****5Quite low
-%1%****3%

dd

39****12Neither low nor high
4%14%****6%

ab

2425****72Quite high
36%40%****37%

3928****102Very high
59%45%****52%

Don't Know (DO NOT READ
-*****1OUT)
-%*%*****%

6353****174NET: High
96%85%****90%

ac

-1****7NET: Low
-%1%****4%

dcd
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
21819474974101351138212Unweighted total

731355549117185194Weighted total

****************44Very low
**********2%****3%2%2%

****************88Quite low
**********3%****4%4%4%

**********2****14143Neither low nor high
**********17%****17%22%22%

**********3****26568Quite high
**********34%****34%35%35%

**********4****36367Very high
**********39%****41%34%34%

Don't Know (DO NOT READ
**********1*****44OUT)
**********6%****2%2%2%

**********7****5128135NET: High
**********73%****75%69%70%

****************1212NET: Low
**********5%****6%6%6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3320201391224162120621712212Unweighted total

910111649291931229211014194Weighted total

******4******************4Very low
******2%******************2%

******7******************8Quite low
******4%******************4%

******38******************43Neither low nor high
******23%******************22%

******60******************68Quite high
******37%******************35%

******53******************67Very high
******32%******************34%

Don't Know (DO NOT READ
******2******************4OUT)
******1%******************2%

******112******************135NET: High
******69%******************70%

******11******************12NET: Low
******7%******************6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
291835715563897473415212Unweighted total
261684115354888222323194Weighted total

**1*44*************4Very low
**1%*%3%7%*****%********2%

e

**8262****4********8Quite low
**5%6%4%4%****5%********4%

**3834017****17********43Neither low nor high
**23%8%26%31%****20%********22%

b

**56165216****24********68Quite high
**33%40%34%30%****29%********35%

**62184815****35********67Very high
**37%45%32%27%****43%********34%

Don't Know (DO NOT READ
**314*****2********4OUT)
**2%1%2%*%****2%********2%

**1183510031****59********135NET: High
**70%85%65%58%****72%********70%

a

**92106****4********12NET: Low
**6%6%6%11%****5%********6%

b
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
65391058204212Unweighted total
533210610183194Weighted total

1**3**44Very low
2%**3%**2%2%

6**2**78Quite low
11%**2%**4%4%

ab

5**28**4043Neither low nor high
10%**26%**22%22%

cc

22**29**6868Quite high
41%**27%**37%35%

a

19**42**6067Very high
35%**40%**33%34%

b

Don't Know (DO NOT READ
1**2**44OUT)
1%**2%**2%2%

40**71**128135NET: High
76%**67%**70%70%

7**5**1112NET: Low
13%**5%**6%6%

ab
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
818942622190--1411659131212Unweighted total
577859315179--*3*1143136194Weighted total

*1******4************-44Very low
*%2%******2%************-%3%2%

16******8*************78Quite low
1%8%******4%*************%5%4%

c

915******39************53343Neither low nor high
16%20%******22%************13%25%22%

2529******62************204368Quite high
44%38%******35%************46%31%35%

a

2124******63************174667Very high
37%31%******35%************41%33%34%

Don't Know (DO NOT READ
11******4*************34OUT)
2%2%******2%************1%2%2%

4653******125************3788135NET: High
81%69%******70%************86%65%70%

aai

17******11*************1112NET: Low
2%10%******6%*************%8%6%

cb
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-212671161305013813486122212Unweighted total
-2**151051043211911263101194Weighted total

************4--*4144Very low
************4%-%-%*%3%2%4%2%

dfdf

************53546668Quite low
************5%2%14%3%5%9%6%4%

cdff

************272031730153043Neither low nor high
************26%19%10%14%27%24%30%22%

deedef

************3335125435222768Quite high
************32%33%37%46%31%34%27%35%

acf

************3345124335183267Very high
************31%43%38%36%31%29%32%34%

bc

Don't Know (DO NOT READ
************22*12124OUT)
************2%2%1%1%2%2%2%2%

************66802498704059135NET: High
************63%77%75%82%63%64%59%70%

abcaabc

************935497912NET: Low
************8%2%14%3%8%11%9%6%

dffdfdf
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*cba*h*g*f*e*d*c*baSignificance Level: 95%
-312635424-13-26126212Unweighted total
-112135453-12-22112194Weighted total

************************-4Very low
************************-%2%

************************48Quite low
************************3%4%

************************1443Neither low nor high
************************12%22%

dd

************************5368Quite high
************************47%35%

a

************************4267Very high
************************37%34%

Don't Know (DO NOT READ
*************************4OUT)
*************************%2%

************************95135NET: High
************************84%70%

ab

************************412NET: Low
************************3%6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*e*dc*baSignificance Level: 95%
35991189434599528461940212Unweighted total
30831019326192423411834194Weighted total

**131***************4Very low
**1%3%1%*****%**********2%

a

**363****3**********8Quite low
**4%6%3%****3%**********4%

**192320****13**********43Neither low nor high
**23%22%22%****14%**********22%

**303038****38**********68Quite high
**36%30%41%****42%**********35%

**273729****37**********67Very high
**33%37%31%****40%**********34%

Don't Know (DO NOT READ
**222****1**********4OUT)
**3%2%2%****1%**********2%

**576867****75**********135NET: High
**69%67%72%****82%**********70%

b

**484****3**********12NET: Low
**5%8%4%****4%**********6%

a
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*babaSignificance Level: 95%
12611147100378807830212Unweighted total
*15914178391596126194Weighted total

****3**-****--**4Very low
****3%**-%****-%-%**2%

****5**3****41**8Quite low
****6%**4%****7%1%**4%

****28**13****99**43Neither low nor high
****31%**17%****15%15%**22%

****26**29****2123**68Quite high
****28%**37%****36%38%**35%

bb

****28**33****2428**67Very high
****31%**42%****41%45%**34%

aa

Don't Know (DO NOT READ
****1*******1***4OUT)
****1%***%****2%*%**2%

****54**61****4550**135NET: High
****59%**79%****76%83%**70%

****8**3****41**12NET: Low
****9%**4%****7%1%**6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
35268666277149781111257347212Unweighted total
12945564051*3668102*195536194Weighted total

**--*--****-*****-**4Very low
**-%-%*%-%-%****-%*%****-%**2%

**13144****13****5**8Quite low
**2%6%1%11%8%****2%3%****10%**4%

c

**88749****1413****13**43Neither low nor high
**27%18%12%10%17%****21%12%****23%**22%

**917291414****2849****18**68Quite high
**31%37%51%34%28%****41%48%****32%**35%

a

**1117191723****2437****18**67Very high
**38%38%34%43%45%****35%36%****33%**34%

a

Don't Know (DO NOT READ
**11111****11****1**4OUT)
**2%1%1%3%2%****1%1%****2%**2%

**2034483137****5185****36**135NET: High
**69%75%85%77%72%****76%83%****65%**70%

**13144****13****5**12NET: Low
**2%6%1%11%8%****2%3%****10%**6%

c
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dc*baSignificance Level: 95%
-1245516487412940212Unweighted total
-1035294675332436194Weighted total

********--**********4Very low
********-%-%**********2%

********14**********8Quite low
********2%8%**********4%

********78**********43Neither low nor high
********23%18%**********22%

********1013**********68Quite high
********33%29%**********35%

********1120**********67Very high
********38%43%**********34%

c

Don't Know (DO NOT READ
********11**********4OUT)
********4%2%**********2%

********2133**********135NET: High
********72%72%**********70%

********14**********12NET: Low
********2%8%**********6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
101244112-79200142207188204169202212Unweighted total

7819586-58182126187168185148185194Weighted total

-********44444344Very low
-%*****%***%2%3%2%2%2%2%2%2%

2****2**386888888Quite low
3%****3%**6%4%5%4%5%4%5%4%4%

12****13**173923393941354143Neither low nor high
16%****16%**30%22%19%21%23%22%24%22%22%

a

31****36**176445655965536568Quite high
39%****42%**30%35%36%35%35%35%36%35%35%

32****32**196344655463456367Very high
41%****38%**33%35%35%35%32%34%31%34%34%

Don't Know (DO NOT READ
1****1***43444444OUT)
1%****1%**1%2%2%2%3%2%3%2%2%

62****69**361268913111312899128135NET: High
80%****80%**63%70%71%70%68%69%67%69%70%

2****3**41210121212101212NET: Low
3%****3%**6%6%8%6%7%6%7%6%6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
11110113017633513343177347185212Unweighted total
1128212318523612037162325177194Weighted total

134*****3**4****34Very low
1%3%3%***%**2%**2%****2%2%

445**1**5**4****58Quite low
4%5%4%**1%**5%**2%****3%4%

b

281433**7**27**32****3943Neither low nor high
25%18%27%**13%**23%**20%****22%22%

a

363232**29**45**60****6568Quite high
33%39%26%**55%**37%**37%****37%35%

ccc

382846**15**38**58****6267Very high
34%35%37%**30%**32%**36%****35%34%

Don't Know (DO NOT READ
4*4*****2**4****34OUT)
3%*%3%***%**2%**2%****2%2%

756077**44**83**118****127135NET: High
67%74%63%**85%**69%**73%****72%70%

ca

579**1**8**8****812NET: Low
5%9%7%**2%**7%**5%****4%6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
191826271722131313111617212Unweighted total
1620314081415146121010194Weighted total

************************4Very low
************************2%

************************8Quite low
************************4%

************************43Neither low nor high
************************22%

************************68Quite high
************************35%

************************67Very high
************************34%

Don't Know (DO NOT READ
************************4OUT)
************************2%

************************135NET: High
************************70%

************************12NET: Low
************************6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
63663944212Unweighted total
66623431194Weighted total

13****4Very low
2%4%****2%

32****8Quite low
4%3%****4%

1124****43Neither low nor high
17%38%****22%

abd

2516****68Quite high
37%27%****35%

c

2517****67Very high
38%27%****34%

c

Don't Know (DO NOT READ
1*****4OUT)
2%1%****2%

5033****135NET: High
75%54%****70%

ccc

45****12NET: Low
6%8%****6%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
8141910165293854Unweighted total
1*6241821*15961Weighted total

********************-Very dissatisfied
********************-%

********************-Fairly dissatisfied
********************-%

Neither satisfied nor
********************4dissatisfied
********************7%

********************34Fairly satisfied
********************55%

********************21Very satisfied
********************34%

Don't Know (DO NOT READ
********************2OUT)
********************3%

********************55NET: Satisfied
********************90%

********************-NET: Dissatisfied
********************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
58437626311124254Unweighted total
1315610210421196261Weighted total

**************************-Very dissatisfied
**************************-%

**************************-Fairly dissatisfied
**************************-%

Neither satisfied nor
**************************4dissatisfied
**************************7%

**************************34Fairly satisfied
**************************55%

**************************21Very satisfied
**************************34%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************55NET: Satisfied
**************************90%

**************************-NET: Dissatisfied
**************************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
450747114220249254Unweighted total
456655107226159161Weighted total

************************-Very dissatisfied
************************-%

************************-Fairly dissatisfied
************************-%

Neither satisfied nor
************************4dissatisfied
************************7%

************************34Fairly satisfied
************************55%

************************21Very satisfied
************************34%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************55NET: Satisfied
************************90%

************************-NET: Dissatisfied
************************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2182525254Unweighted total
23122545761Weighted total

********--Very dissatisfied
********-%-%

********--Fairly dissatisfied
********-%-%

Neither satisfied nor
********44dissatisfied
********7%7%

********3134Fairly satisfied
********56%55%

********1921Very satisfied
********33%34%

Don't Know (DO NOT READ
********22OUT)
********4%3%

********5055NET: Satisfied
********89%90%

********--NET: Dissatisfied
********-%-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
2919611044----19192554Unweighted total
28257*1150----*11183261Weighted total

****************************-Very dissatisfied
****************************-%

****************************-Fairly dissatisfied
****************************-%

Neither satisfied nor
****************************4dissatisfied
****************************7%

****************************34Fairly satisfied
****************************55%

****************************21Very satisfied
****************************34%

Don't Know (DO NOT READ
****************************2OUT)
****************************3%

****************************55NET: Satisfied
****************************90%

****************************-NET: Dissatisfied
****************************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---1--3639174137303154Unweighted total
---2--3844144440323361Weighted total

**************************-Very dissatisfied
**************************-%

**************************-Fairly dissatisfied
**************************-%

Neither satisfied nor
**************************4dissatisfied
**************************7%

**************************34Fairly satisfied
**************************55%

**************************21Very satisfied
**************************34%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************55NET: Satisfied
**************************90%

**************************-NET: Dissatisfied
**************************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-581113-------4154Unweighted total
-291118-------4461Weighted total

**************************-Very dissatisfied
**************************-%

**************************-Fairly dissatisfied
**************************-%

Neither satisfied nor
**************************4dissatisfied
**************************7%

**************************34Fairly satisfied
**************************55%

**************************21Very satisfied
**************************34%

Don't Know (DO NOT READ
**************************2OUT)
**************************3%

**************************55NET: Satisfied
**************************90%

**************************-NET: Dissatisfied
**************************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
730302413127471251354Unweighted total
930313013*31451581261Weighted total

************************-Very dissatisfied
************************-%

************************-Fairly dissatisfied
************************-%

Neither satisfied nor
************************4dissatisfied
************************7%

************************34Fairly satisfied
************************55%

************************21Very satisfied
************************34%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************55NET: Satisfied
************************90%

************************-NET: Dissatisfied
************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
-122813338528251154Unweighted total
-1032153212528231661Weighted total

********************-Very dissatisfied
********************-%

********************-Fairly dissatisfied
********************-%

Neither satisfied nor
********************4dissatisfied
********************7%

********************34Fairly satisfied
********************55%

********************21Very satisfied
********************34%

Don't Know (DO NOT READ
********************2OUT)
********************3%

********************55NET: Satisfied
********************90%

********************-NET: Dissatisfied
********************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*ba*d*c*b*aSignificance Level: 95%
-1826212427-242231-16231454Unweighted total
-1926212528-212834-13271861Weighted total

****************************-Very dissatisfied
****************************-%

****************************-Fairly dissatisfied
****************************-%

Neither satisfied nor
****************************4dissatisfied
****************************7%

****************************34Fairly satisfied
****************************55%

****************************21Very satisfied
****************************34%

Don't Know (DO NOT READ
****************************2OUT)
****************************3%

****************************55NET: Satisfied
****************************90%

****************************-NET: Dissatisfied
****************************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2--1624271391554Unweighted total
-2--1625*71591161Weighted total

**********************-Very dissatisfied
**********************-%

**********************-Fairly dissatisfied
**********************-%

Neither satisfied nor
**********************4dissatisfied
**********************7%

**********************34Fairly satisfied
**********************55%

**********************21Very satisfied
**********************34%

Don't Know (DO NOT READ
**********************2OUT)
**********************3%

**********************55NET: Satisfied
**********************90%

**********************-NET: Dissatisfied
**********************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3213337-315244514753425354Unweighted total
3020635-335949574759445961Weighted total

************-**-**-**--Very dissatisfied
************-%**-%**-%**-%-%

************-**-**-**--Fairly dissatisfied
************-%**-%**-%**-%-%

Neither satisfied nor
************3**4**4**44dissatisfied
************5%**7%**7%**7%7%

************34**30**34**3434Fairly satisfied
************57%**53%**57%**57%55%

************21**21**19**1921Very satisfied
************35%**36%**32%**32%34%

Don't Know (DO NOT READ
************2**2**2**22OUT)
************4%**4%**4%**4%3%

************54**51**53**5355NET: Satisfied
************92%**89%**89%**89%90%

************-**-**-**--NET: Dissatisfied
************-%**-%**-%**-%-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
2529226248311445824754Unweighted total
30312410276381753725561Weighted total

************************-Very dissatisfied
************************-%

************************-Fairly dissatisfied
************************-%

Neither satisfied nor
************************4dissatisfied
************************7%

************************34Fairly satisfied
************************55%

************************21Very satisfied
************************34%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************55NET: Satisfied
************************90%

************************-NET: Dissatisfied
************************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
45345658354254Unweighted total
363883515*44261Weighted total

************************-Very dissatisfied
************************-%

************************-Fairly dissatisfied
************************-%

Neither satisfied nor
************************4dissatisfied
************************7%

************************34Fairly satisfied
************************55%

************************21Very satisfied
************************34%

Don't Know (DO NOT READ
************************2OUT)
************************3%

************************55NET: Satisfied
************************90%

************************-NET: Dissatisfied
************************-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1215161154Unweighted total
1219201061Weighted total

********-Very dissatisfied
********-%

********-Fairly dissatisfied
********-%

Neither satisfied nor
********4dissatisfied
********7%

********34Fairly satisfied
********55%

********21Very satisfied
********34%

Don't Know (DO NOT READ
********2OUT)
********3%

********55NET: Satisfied
********90%

********-NET: Dissatisfied
********-%
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DHL (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
9-8914133374053Unweighted total
6-1116192**16364Weighted total

********************-Very dissatisfied
********************-%

********************5Fairly dissatisfied
********************7%

Neither satisfied nor
********************6dissatisfied
********************10%

********************16Fairly satisfied
********************25%

********************37Very satisfied
********************58%

Don't Know (DO NOT READ
********************-OUT)
********************-%

********************53NET: Satisfied
********************83%

********************5NET: Dissatisfied
********************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2644154583175353Unweighted total
1226087810211010464Weighted total

**************************-Very dissatisfied
**************************-%

**************************5Fairly dissatisfied
**************************7%

Neither satisfied nor
**************************6dissatisfied
**************************10%

**************************16Fairly satisfied
**************************25%

**************************37Very satisfied
**************************58%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: Satisfied
**************************83%

**************************5NET: Dissatisfied
**************************7%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
35044991221-115253Unweighted total
*6436192129-215364Weighted total

************************-Very dissatisfied
************************-%

************************5Fairly dissatisfied
************************7%

Neither satisfied nor
************************6dissatisfied
************************10%

************************16Fairly satisfied
************************25%

************************37Very satisfied
************************58%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: Satisfied
************************83%

************************5NET: Dissatisfied
************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
27101515253Unweighted total
35131526264Weighted total

********--Very dissatisfied
********-%-%

********55Fairly dissatisfied
********8%7%

Neither satisfied nor
********66dissatisfied
********10%10%

********1416Fairly satisfied
********23%25%

********3737Very satisfied
********59%58%

Don't Know (DO NOT READ
********--OUT)
********-%-%

********5153NET: Satisfied
********82%83%

********55NET: Dissatisfied
********8%7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*k*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
321741746---1-6252153Unweighted total
36244*658---*-6302864Weighted total

****************************-Very dissatisfied
****************************-%

****************************5Fairly dissatisfied
****************************7%

Neither satisfied nor
****************************6dissatisfied
****************************10%

****************************16Fairly satisfied
****************************25%

****************************37Very satisfied
****************************58%

Don't Know (DO NOT READ
****************************-OUT)
****************************-%

****************************53NET: Satisfied
****************************83%

****************************5NET: Dissatisfied
****************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edc*b*aSignificance Level: 95%
--1---3037104531252653Unweighted total
--*---344285635282664Weighted total

**************************-Very dissatisfied
**************************-%

**************************5Fairly dissatisfied
**************************7%

Neither satisfied nor
**************************6dissatisfied
**************************10%

**************************16Fairly satisfied
**************************25%

**************************37Very satisfied
**************************58%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: Satisfied
**************************83%

**************************5NET: Dissatisfied
**************************7%
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Table 126  (continuation)                                                                                                                                                  Page 2139

UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-88691--1--14353Unweighted total
-68516*--*--25464Weighted total

**************************-Very dissatisfied
**************************-%

**************************5Fairly dissatisfied
**************************7%

Neither satisfied nor
**************************6dissatisfied
**************************10%

**************************16Fairly satisfied
**************************25%

**************************37Very satisfied
**************************58%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: Satisfied
**************************83%

**************************5NET: Dissatisfied
**************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
-3131229-362151071153Unweighted total
-3537289-472181181664Weighted total

************************-Very dissatisfied
************************-%

************************5Fairly dissatisfied
************************7%

Neither satisfied nor
************************6dissatisfied
************************10%

************************16Fairly satisfied
************************25%

************************37Very satisfied
************************58%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: Satisfied
************************83%

************************5NET: Dissatisfied
************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
11123143312328221553Unweighted total
*1122184313332211964Weighted total

********************-Very dissatisfied
********************-%

********************5Fairly dissatisfied
********************7%

Neither satisfied nor
********************6dissatisfied
********************10%

********************16Fairly satisfied
********************25%

********************37Very satisfied
********************58%

Don't Know (DO NOT READ
********************-OUT)
********************-%

********************53NET: Satisfied
********************83%

********************5NET: Dissatisfied
********************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*cba*d*c*b*aSignificance Level: 95%
62223252426117303617201453Unweighted total
82227292626*173546*6201964Weighted total

****************************-Very dissatisfied
****************************-%

****************************5Fairly dissatisfied
****************************7%

Neither satisfied nor
****************************6dissatisfied
****************************10%

****************************16Fairly satisfied
****************************25%

****************************37Very satisfied
****************************58%

Don't Know (DO NOT READ
****************************-OUT)
****************************-%

****************************53NET: Satisfied
****************************83%

****************************5NET: Dissatisfied
****************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
12--17223417121453Unweighted total
*4--13243720131464Weighted total

**********************-Very dissatisfied
**********************-%

**********************5Fairly dissatisfied
**********************7%

Neither satisfied nor
**********************6dissatisfied
**********************10%

**********************16Fairly satisfied
**********************25%

**********************37Very satisfied
**********************58%

Don't Know (DO NOT READ
**********************-OUT)
**********************-%

**********************53NET: Satisfied
**********************83%

**********************5NET: Dissatisfied
**********************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2714133-274740504847374753Unweighted total
2914234-315743595756435664Weighted total

**************************-Very dissatisfied
**************************-%

**************************5Fairly dissatisfied
**************************7%

Neither satisfied nor
**************************6dissatisfied
**************************10%

**************************16Fairly satisfied
**************************25%

**************************37Very satisfied
**************************58%

Don't Know (DO NOT READ
**************************-OUT)
**************************-%

**************************53NET: Satisfied
**************************83%

**************************5NET: Dissatisfied
**************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*a*c*b*a*c*b*ab*a*baSignificance Level: 95%
3122234258291645824753Unweighted total
36292573210342157735864Weighted total

************************-Very dissatisfied
************************-%

************************5Fairly dissatisfied
************************7%

Neither satisfied nor
************************6dissatisfied
************************10%

************************16Fairly satisfied
************************25%

************************37Very satisfied
************************58%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: Satisfied
************************83%

************************5NET: Dissatisfied
************************7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
63353346667153Unweighted total
444943693512264Weighted total

************************-Very dissatisfied
************************-%

************************5Fairly dissatisfied
************************7%

Neither satisfied nor
************************6dissatisfied
************************10%

************************16Fairly satisfied
************************25%

************************37Very satisfied
************************58%

Don't Know (DO NOT READ
************************-OUT)
************************-%

************************53NET: Satisfied
************************83%

************************5NET: Dissatisfied
************************7%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
1211161453Unweighted total
1216181964Weighted total

********-Very dissatisfied
********-%

********5Fairly dissatisfied
********7%

Neither satisfied nor
********6dissatisfied
********10%

********16Fairly satisfied
********25%

********37Very satisfied
********58%

Don't Know (DO NOT READ
********-OUT)
********-%

********53NET: Satisfied
********83%

********5NET: Dissatisfied
********7%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
83722171824125472Unweighted total
4*730202**17173Weighted total

******************--Very dissatisfied
******************-%-%

******************--Fairly dissatisfied
******************-%-%

Neither satisfied nor
******************88dissatisfied
******************11%11%

******************3031Fairly satisfied
******************42%42%

******************3334Very satisfied
******************46%47%

******************6365NET: Satisfied
******************89%88%

******************--NET: Dissatisfied
******************-%-%

Don't Know (DO NOT READ
******************-*OUT)
******************-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1087472412106-62572Unweighted total

433632516158-72873Weighted total

**************************-Very dissatisfied
**************************-%

**************************-Fairly dissatisfied
**************************-%

Neither satisfied nor
**************************8dissatisfied
**************************11%

**************************31Fairly satisfied
**************************42%

**************************34Very satisfied
**************************47%

**************************65NET: Satisfied
**************************88%

**************************-NET: Dissatisfied
**************************-%

Don't Know (DO NOT READ
***************************OUT)
***************************%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
46826461811317-12272Unweighted total
2712251172*384-9373Weighted total

**-********************-Very dissatisfied
**-%********************-%

**-********************-Fairly dissatisfied
**-%********************-%

Neither satisfied nor
**8********************8dissatisfied
**11%********************11%

**31********************31Fairly satisfied
**43%********************42%

**33********************34Very satisfied
**46%********************47%

**63********************65NET: Satisfied
**89%********************88%

**-********************-NET: Dissatisfied
**-%********************-%

Don't Know (DO NOT READ
************************OUT)
***%*********************%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
24103636972Unweighted total
25113437073Weighted total

********--Very dissatisfied
********-%-%

********--Fairly dissatisfied
********-%-%

Neither satisfied nor
********88dissatisfied
********12%11%

********2831Fairly satisfied
********40%42%

********3434Very satisfied
********48%47%

********6265NET: Satisfied
********88%88%

********--NET: Dissatisfied
********-%-%

Don't Know (DO NOT READ
**********OUT)
*********%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
283591468---1-3244472Unweighted total
273511*370---*-3244673Weighted total

**********-****************-Very dissatisfied
**********-%****************-%

**********-****************-Fairly dissatisfied
**********-%****************-%

Neither satisfied nor
**********8****************8dissatisfied
**********12%****************11%

**********28****************31Fairly satisfied
**********40%****************42%

**********34****************34Very satisfied
**********48%****************47%

**********62****************65NET: Satisfied
**********88%****************88%

**********-****************-NET: Dissatisfied
**********-%****************-%

Don't Know (DO NOT READ
****************************OUT)
***********%*****************%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--1-163658266144323772Unweighted total
--*-*53458246339273373Weighted total

**************-**-******-Very dissatisfied
**************-%**-%******-%

**************-**-******-Fairly dissatisfied
**************-%**-%******-%

Neither satisfied nor
**************8**7******8dissatisfied
**************14%**11%******11%

**************20**25******31Fairly satisfied
**************34%**39%******42%

**************30**32******34Very satisfied
**************51%**50%******47%

**************50**56******65NET: Satisfied
**************86%**89%******88%

**************-**-******-NET: Dissatisfied
**************-%**-%******-%

Don't Know (DO NOT READ
**************-**-*******OUT)
**************-%**-%*******%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1381491--1-125772Unweighted total
-78168*--*-*26173Weighted total

************************--Very dissatisfied
************************-%-%

************************--Fairly dissatisfied
************************-%-%

Neither satisfied nor
************************78dissatisfied
************************12%11%

************************2331Fairly satisfied
************************37%42%

************************3134Very satisfied
************************51%47%

************************5465NET: Satisfied
************************88%88%

************************--NET: Dissatisfied
************************-%-%

Don't Know (DO NOT READ
************************-*OUT)
************************-%*%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
4403537173411131582472Unweighted total
1383043173441131782573Weighted total

************************-Very dissatisfied
************************-%

************************-Fairly dissatisfied
************************-%

Neither satisfied nor
************************8dissatisfied
************************11%

************************31Fairly satisfied
************************42%

************************34Very satisfied
************************47%

b

************************65NET: Satisfied
************************88%

************************-NET: Dissatisfied
************************-%

Don't Know (DO NOT READ
*************************OUT)
*************************%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-835164318337321772Unweighted total
-630184024533342173Weighted total

********************-Very dissatisfied
********************-%

********************-Fairly dissatisfied
********************-%

Neither satisfied nor
********************8dissatisfied
********************11%

********************31Fairly satisfied
********************42%

********************34Very satisfied
********************47%

********************65NET: Satisfied
********************88%

********************-NET: Dissatisfied
********************-%

Don't Know (DO NOT READ
*********************OUT)
*********************%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*ac*ba*d*cba*d*c*b*aSignificance Level: 95%
12729382732-163550-9271872Unweighted total
*2731392631-133656-6231773Weighted total

****************************-Very dissatisfied
****************************-%

****************************-Fairly dissatisfied
****************************-%

Neither satisfied nor
****************************8dissatisfied
****************************11%

****************************31Fairly satisfied
****************************42%

****************************34Very satisfied
****************************47%

****************************65NET: Satisfied
****************************88%

****************************-NET: Dissatisfied
****************************-%

Don't Know (DO NOT READ
*****************************OUT)
*****************************%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*dc*b*aSignificance Level: 95%
--1123263431152172Unweighted total
--1223251335132073Weighted total

**********************-Very dissatisfied
**********************-%

**********************-Fairly dissatisfied
**********************-%

Neither satisfied nor
**********************8dissatisfied
**********************11%

**********************31Fairly satisfied
**********************42%

**********************34Very satisfied
**********************47%

**********************65NET: Satisfied
**********************88%

**********************-NET: Dissatisfied
**********************-%

Don't Know (DO NOT READ
***********************OUT)
***********************%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 127  (continuation)                                                                                                                                                  Page 2159

Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
478-52-256552716966616572Unweighted total
509-55-236855716967616573Weighted total

******-****--------Very dissatisfied
******-%****-%-%-%-%-%-%-%-%

******-****--------Fairly dissatisfied
******-%****-%-%-%-%-%-%-%-%

Neither satisfied nor
******4****76888888dissatisfied
******8%****11%10%12%12%13%13%13%11%

******20****2722282926262531Fairly satisfied
******37%****40%40%40%41%39%42%38%42%

******30****3428343232283234Very satisfied
******55%****50%50%48%46%48%45%49%47%

******51****6150636158535765NET: Satisfied
******92%****89%90%88%88%87%87%87%88%

******-****--------NET: Dissatisfied
******-%****-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
***********--*----*OUT)
*******%****-%-%*%-%-%-%-%*%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*ac*b*a*cb*ab*a*baSignificance Level: 95%
43293592774518601235872Unweighted total
393532103294319581536273Weighted total

****************-****--Very dissatisfied
****************-%****-%-%

****************-****--Fairly dissatisfied
****************-%****-%-%

Neither satisfied nor
****************4****68dissatisfied
****************7%****11%11%

****************22****2431Fairly satisfied
****************38%****39%42%

****************32****3134Very satisfied
****************55%****50%47%

****************54****5565NET: Satisfied
****************93%****89%88%

****************-****--NET: Dissatisfied
****************-%****-%-%

Don't Know (DO NOT READ
****************-****-*OUT)
****************-%****-%*%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
510576565729572Unweighted total
5125106187449273Weighted total

************************-Very dissatisfied
************************-%

************************-Fairly dissatisfied
************************-%

Neither satisfied nor
************************8dissatisfied
************************11%

************************31Fairly satisfied
************************42%

************************34Very satisfied
************************47%

************************65NET: Satisfied
************************88%

************************-NET: Dissatisfied
************************-%

Don't Know (DO NOT READ
*************************OUT)
*************************%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

*d*c*b*aSignificance Level: 95%
2018181672Unweighted total
2217191573Weighted total

********-Very dissatisfied
********-%

********-Fairly dissatisfied
********-%

Neither satisfied nor
********8dissatisfied
********11%

********31Fairly satisfied
********42%

********34Very satisfied
********47%

********65NET: Satisfied
********88%

********-NET: Dissatisfied
********-%

Don't Know (DO NOT READ
*********OUT)
*********%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
21819474974101351138212Unweighted total

731355549117185194Weighted total

****************-*Very dissatisfied
**********1%****1%-%*%

**********1****178Fairly dissatisfied
**********7%****10%4%4%

Neither satisfied nor
****************89dissatisfied
**********5%****5%4%4%

**********3****26669Fairly satisfied
**********32%****30%36%36%

**********5****3102107Very satisfied
**********52%****51%55%55%

Don't Know (DO NOT READ
****************12OUT)
**********3%****2%1%1%

**********8****5168176NET: Satisfied
**********84%****82%91%91%

**********1****178NET: Dissatisfied
**********8%****12%4%4%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3320201391224162120621712212Unweighted total

910111649291931229211014194Weighted total

******-*******************Very dissatisfied
******-%*******************%

******7******************8Fairly dissatisfied
******4%******************4%

Neither satisfied nor
******7******************9dissatisfied
******4%******************4%

******62******************69Fairly satisfied
******38%******************36%

m

******88******************107Very satisfied
******54%******************55%

j

Don't Know (DO NOT READ
*************************2OUT)
*******%******************1%

******150******************176NET: Satisfied
******92%******************91%

******7******************8NET: Dissatisfied
******4%******************4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
291835715563897473415212Unweighted total
261684115354888222323194Weighted total

****--****-*********Very dissatisfied
***%*%-%-%****-%*********%

**5173****2********8Fairly dissatisfied
**3%2%5%6%****3%********4%

Neither satisfied nor
**9544*************9dissatisfied
**5%11%3%7%*****%********4%

ae

**5896123****28********69Fairly satisfied
**35%21%40%42%****35%********36%

b

**96278025****49********107Very satisfied
**57%66%52%45%****60%********55%

h

Don't Know (DO NOT READ
***-2-****1********2OUT)
***%-%1%-%****2%********1%

**1543614047****78********176NET: Satisfied
**92%87%92%87%****95%********91%

**5173****2********8NET: Dissatisfied
**3%2%5%6%****3%********4%
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Table 128  (continuation)                                                                                                                                                  Page 2166

Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
65391058204212Unweighted total
533210610183194Weighted total

***-****Very dissatisfied
*%**-%***%*%

3**5**88Fairly dissatisfied
5%**5%**4%4%

Neither satisfied nor
4**4**99dissatisfied
7%**4%**5%4%

13**35**6769Fairly satisfied
24%**33%**37%36%

ac

34**61**98107Very satisfied
64%**58%**54%55%

bb

Don't Know (DO NOT READ
-*****22OUT)
-%***%**1%1%

a

47**97**166176NET: Satisfied
88%**91%**90%91%

3**5**88NET: Dissatisfied
5%**5%**4%4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
818942622190--1411659131212Unweighted total
577859315179--*3*1143136194Weighted total

*-********************-*Very dissatisfied
*%-%*******%*************%-%*%

12******7*************78Fairly dissatisfied
1%3%******4%************1%5%4%

Neither satisfied nor
16******8*************89dissatisfied
1%8%******5%************1%6%4%

2328******66************194769Fairly satisfied
40%36%******37%************45%34%36%

3340******97************2374107Very satisfied
57%52%******54%************54%54%55%

Don't Know (DO NOT READ
*1******2*************12OUT)
*%2%******1%*************%1%1%

5668******162************42120176NET: Satisfied
97%87%******91%************98%88%91%

ba

12******7*************78NET: Dissatisfied
1%3%******4%************1%5%4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-212671161305013813486122212Unweighted total
-2**151051043211911263101194Weighted total

************-*-----*Very dissatisfied
************-%*%-%-%-%-%-%*%

************52*16668Fairly dissatisfied
************5%2%1%1%5%9%5%4%

ddfd

Neither satisfied nor
************55345359dissatisfied
************4%5%8%3%5%5%5%4%

************4032114043233769Fairly satisfied
************38%30%34%34%39%36%37%36%

************54641874573152107Very satisfied
************51%61%57%62%50%50%51%55%

c

Don't Know (DO NOT READ
************21-*2*12OUT)
************2%1%-%*%1%*%1%1%

************9396291141005489176NET: Satisfied
************89%92%91%96%89%85%88%91%

abc

************53*16668NET: Dissatisfied
************5%2%1%1%5%9%5%4%

ddfd
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*cba*h*g*f*e*d*c*baSignificance Level: 95%
-312635424-13-26126212Unweighted total
-112135453-12-22112194Weighted total

************************-*Very dissatisfied
************************-%*%

*************************8Fairly dissatisfied
*************************%4%

b

Neither satisfied nor
************************39dissatisfied
************************3%4%

************************3969Fairly satisfied
************************35%36%

************************69107Very satisfied
************************62%55%

Don't Know (DO NOT READ
*************************2OUT)
*************************%1%

************************109176NET: Satisfied
************************97%91%

*************************8NET: Dissatisfied
*************************%4%

b
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*e*dc*baSignificance Level: 95%
35991189434599528461940212Unweighted total
30831019326192423411834194Weighted total

**-*-****-***********Very dissatisfied
**-%*%-%****-%***********%

**262****1**********8Fairly dissatisfied
**3%6%2%****1%**********4%

a

Neither satisfied nor
**554****4**********9dissatisfied
**6%5%4%****4%**********4%

**283831****28**********69Fairly satisfied
**34%38%34%****31%**********36%

**455254****59**********107Very satisfied
**55%52%58%****65%**********55%

Don't Know (DO NOT READ
**2*1****-**********2OUT)
**2%*%2%****-%**********1%

**749086****88**********176NET: Satisfied
**89%90%92%****95%**********91%

**262****1**********8NET: Dissatisfied
**3%6%2%****1%**********4%

a
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*babaSignificance Level: 95%
12611147100378807830212Unweighted total
*15914178391596126194Weighted total

****-**-****--***Very dissatisfied
****-%**-%****-%-%***%

****5**1****21**8Fairly dissatisfied
****6%**1%****4%1%**4%

Neither satisfied nor
****4**3****31**9dissatisfied
****4%**4%****5%2%**4%

****35**25****1918**69Fairly satisfied
****38%**32%****32%29%**36%

****46**49****3441**107Very satisfied
****51%**63%****59%68%**55%

Don't Know (DO NOT READ
*******-********2OUT)
*****%**-%*****%*%**1%

****81**74****5359**176NET: Satisfied
****89%**95%****91%97%**91%

****5**1****21**8NET: Dissatisfied
****6%**1%****4%1%**4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
35268666277149781111257347212Unweighted total
12945564051*3668102*195536194Weighted total

**-----****--****-***Very dissatisfied
**-%-%-%-%-%****-%-%****-%***%

***2*22****11****5**8Fairly dissatisfied
**1%5%*%6%4%****1%1%****10%**4%

Neither satisfied nor
**32113****13****2**9dissatisfied
**9%5%2%2%6%****2%3%****4%**4%

**915191315****2835****18**69Fairly satisfied
**31%34%34%33%30%****42%34%****33%**36%

**1725352430****3764****29**107Very satisfied
**59%56%63%59%59%****55%63%****53%**55%

Don't Know (DO NOT READ
********************2OUT)
**1%1%*%1%*%*****%*%*****%**1%

**2641553746****6699****47**176NET: Satisfied
**90%90%97%92%90%****97%96%****86%**91%

***2*22****11****5**8NET: Dissatisfied
**1%5%*%6%4%****1%1%****10%**4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dc*baSignificance Level: 95%
-1245516487412940212Unweighted total
-1035294675332436194Weighted total

********--***********Very dissatisfied
********-%-%***********%

*********2**********8Fairly dissatisfied
********1%5%**********4%

Neither satisfied nor
********32**********9dissatisfied
********9%4%**********4%

********1014**********69Fairly satisfied
********35%31%**********36%

********1627**********107Very satisfied
********55%59%**********55%

Don't Know (DO NOT READ
********************2OUT)
********1%1%**********1%

********2642**********176NET: Satisfied
********90%90%**********91%

*********2**********8NET: Dissatisfied
********1%5%**********4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
101244112-79200142207188204169202212Unweighted total

7819586-58182126187168185148185194Weighted total

-****-****-******Very dissatisfied
-%****-%***%*%-%*%*%*%*%*%*%

2****2**175788788Fairly dissatisfied
3%****2%**1%4%4%4%5%4%5%4%4%

Neither satisfied nor
2****1**496989799dissatisfied
2%****1%**6%5%5%5%5%5%5%5%4%

30****30**266440665866576669Fairly satisfied
39%****35%**45%35%32%35%35%36%38%36%36%

44****52**28100741039210176101107Very satisfied
56%****61%**48%55%59%55%55%55%51%55%55%

Don't Know (DO NOT READ
*********2*222222OUT)
*%*****%***%1%*%1%1%1%1%1%1%

74****82**53164114169150167132167176NET: Satisfied
95%****96%**92%90%91%90%90%90%89%90%91%

2****2**175888888NET: Dissatisfied
3%****2%**1%4%4%4%5%4%5%4%4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
11110113017633513343177347185212Unweighted total
1128212318523612037162325177194Weighted total

*--********-****-*Very dissatisfied
*%-%-%***%***%**-%****-%*%

255**2**5**1****58Fairly dissatisfied
2%6%4%**4%**4%**1%****3%4%

b

Neither satisfied nor
454**2**2**5****39dissatisfied
4%6%3%**4%**2%**3%****2%4%

b

422842**21**42**55****6569Fairly satisfied
37%34%34%**40%**35%**34%****37%36%

624470**27**71**99****103107Very satisfied
56%54%57%**51%**59%**61%****58%55%

a

Don't Know (DO NOT READ
1*1**-**-**1****12OUT)
1%*%1%**-%**-%**1%****1%1%

b

10472112**48**113**154****167176NET: Satisfied
93%88%91%**91%**94%**95%****95%91%

a

355**2**5**1****58NET: Dissatisfied
2%6%4%**5%**4%**1%****3%4%

b
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
191826271722131313111617212Unweighted total
1620314081415146121010194Weighted total

*************************Very dissatisfied
*************************%

************************8Fairly dissatisfied
************************4%

Neither satisfied nor
************************9dissatisfied
************************4%

************************69Fairly satisfied
************************36%

************************107Very satisfied
************************55%

Don't Know (DO NOT READ
************************2OUT)
************************1%

************************176NET: Satisfied
************************91%

************************8NET: Dissatisfied
************************4%
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
63663944212Unweighted total
66623431194Weighted total

--*****Very dissatisfied
-%-%*****%

-3****8Fairly dissatisfied
-%5%****4%

bd

Neither satisfied nor
34****9dissatisfied
4%6%****4%

1927****69Fairly satisfied
28%44%****36%

4428****107Very satisfied
66%45%****55%

c

Don't Know (DO NOT READ
1*****2OUT)
2%*%****1%

6255****176NET: Satisfied
94%89%****91%

-3****8NET: Dissatisfied
-%5%****4%

bd
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

*-*451**11920Disagree very strongly
*%-%*%1%1%2%3%2%1%1%1%

321218163-*27779Disagree
5%5%10%3%2%4%-%3%6%4%4%

ab

Neither Agree nor
2061812016312238425438disagree
33%15%14%23%22%21%25%22%19%22%22%

abcdcc

211856224302243616779803Agree
36%49%46%42%42%40%39%42%40%40%40%

151137165234192413630649Agree very strongly
25%30%30%31%32%32%34%30%32%32%32%

Don't Know (DO NOT READ
-*-*6*--*1111OUT)
-%*%-%*%1%1%-%-%1%1%1%

362994389536445102914091452NET: Agree
61%79%76%73%74%73%73%73%73%73%73%

eeee

321222214*139599NET: Disagree
6%5%10%4%3%6%3%5%7%5%5%

ab
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

23*14252--*4-220Disagree very strongly
2%3%*%1%1%3%1%-%-%*%1%-%1%1%

fefjkfjk

4227213*131410213*679Disagree
4%2%2%4%9%*%7%4%6%3%5%*%3%4%

hhklabhjklbhklhbhklhl

Neither Agree nor
29242136432394149328802855438disagree
31%23%21%21%22%24%21%15%18%12%29%23%24%22%

defgjklfffdefjkf

3442386905757841576931985482803Agree
37%40%38%41%39%34%44%48%40%46%36%44%35%40%

achjkm

2334395534263521086026783986649Agree very strongly
25%32%39%32%28%38%27%33%34%38%29%32%37%32%

cgmmmm

Don't Know (DO NOT READ
-119-3--3-1-211OUT)
-%1%1%1%-%2%-%-%2%-%*%-%1%1%

mfm

57757712439912013626512857177921681452NET: Agree
62%72%77%73%68%72%71%81%74%84%64%76%72%73%

mcmcmacgijlmmcimcmm

65287155151410217*899NET: Disagree
6%5%2%5%10%3%8%4%6%3%6%*%3%5%

bkkabfhjklbkbkbk
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

11911912*-3***4*20Disagree very strongly
*%1%*%1%2%*%-%1%*%**2%1%1%

be

77319602714296**7479Disagree
4%4%4%4%3%1%7%5%4%**4%6%4%

g

Neither Agree nor
393989434418835810726**3623438disagree
22%22%20%22%25%30%14%18%16%**20%29%22%

defdefdef

74730190614310441923972**7136803Agree
42%40%41%40%40%38%32%41%45%**40%45%40%

c

55594153496227362720956**5716649Agree very strongly
31%33%33%32%30%31%47%35%35%**32%20%32%

abghahaaa

Don't Know (DO NOT READ
*112941-3-**1*11OUT)
*%1%*%1%*%1%-%*%-%**1%1%1%

bdeh

128132434311095377946448128**127511452NET: Agree
73%73%75%72%70%69%79%76%80%**73%65%73%

ahagh

79219803814326**11599NET: Disagree
4%5%4%5%5%1%7%5%4%**6%6%5%

gggg
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

4*1641620Disagree very strongly
1%*%1%4%1%1%

a

956227779Disagree
2%2%5%2%4%4%

bc

Neither Agree nor
917126720418438disagree
21%25%21%18%22%22%

17412149340764803Agree
40%43%40%36%40%40%

1498340343606649Agree very strongly
35%29%32%39%32%32%

Don't Know (DO NOT READ
4253811OUT)
1%1%*%2%*%1%

a

3232048968313701452NET: Agree
75%72%72%74%73%73%

1267779399NET: Disagree
3%2%6%6%5%5%

bc
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

568**119************41520Disagree very strongly
2%1%1%**3%1%************2%1%1%

193030**377************176079Disagree
7%3%4%**5%4%************7%4%4%

abai

Neither Agree nor
78205154**11427************67360438disagree
27%23%19%**23%22%************28%21%22%

aai

113362328**20783************93690803Agree
40%40%40%**44%40%************39%40%40%

68289291**11638************57581649Agree very strongly
24%32%36%**25%33%************24%34%32%

ccbb

Don't Know (DO NOT READ
281***11************2911OUT)
1%1%*%***%1%************1%1%1%

182651619**321421************15012711452NET: Agree
64%72%76%**69%73%************63%74%73%

ccbb

243738**495************217599NET: Disagree
9%4%5%**8%5%************9%4%5%

abai
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********-8168101061020Disagree very strongly
**********-%1%1%2%1%1%1%1%1%

c

***********5550142956245579Disagree
**********1%4%4%3%4%4%3%5%4%

Neither Agree nor
**********18270279100160296205252438disagree
**********35%21%22%24%22%22%27%21%22%

aaacdf

**********21506485165303539283480803Agree
**********41%40%38%39%41%40%37%40%40%

cc

**********11414443133229437244392649Agree very strongly
**********23%33%35%31%31%33%32%33%32%

Don't Know (DO NOT READ
**********-585255411OUT)
**********-%*%1%1%*%*%1%*%1%

**********329209282985329765278711452NET: Agree
**********64%73%72%70%73%73%69%73%73%

cbb

***********6366224066316599NET: Disagree
**********1%5%5%5%5%5%4%5%5%
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

***172**************920Disagree very strongly
***%*%2%*%**************1%1%

**2112418**************2979Disagree
**1%4%6%4%**************4%4%

d

Neither Agree nor
**48748192**************155438disagree
**34%24%20%19%**************22%22%

abc

**55121158201**************297803Agree
**38%40%39%42%**************41%40%

**3897136166**************226649Agree very strongly
**26%32%33%34%**************31%32%

d

Don't Know (DO NOT READ
**--23**************211OUT)
**-%-%1%1%***************%1%

**92218294367**************5231452NET: Agree
**65%72%72%76%**************73%73%

d

**3123120**************3899NET: Disagree
**2%4%8%4%**************5%5%

acd
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

-105155**5**2-*720Disagree very strongly
-%1%2%1%2%**1%**3%-%*%2%1%

ac

35213667**20**5931279Disagree
7%4%6%4%2%**5%**6%5%2%4%4%

Neither Agree nor
82875238670**87**15353767438disagree

16%22%22%22%25%**20%**19%19%24%22%22%

25514102702106**192**407858124803Agree
48%40%43%40%38%**44%**52%43%38%41%40%

b

144226458593**135**16595496649Agree very strongly
28%33%27%33%33%**31%**21%33%35%31%32%

bddd

Don't Know (DO NOT READ
1429-**2**-*-111OUT)
2%*%1%*%-%***%**-%*%-%*%1%

a

409361661287199**326**571381112211452NET: Agree
75%73%70%73%71%**74%**72%75%73%72%73%

362198012**25**7941999NET: Disagree
7%5%8%5%4%**6%**9%5%2%6%5%

ab
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**28447**32120Disagree very strongly
**1%1%1%2%1%**2%1%2%1%

**450261118**88179Disagree
**3%4%6%5%4%**4%5%2%4%

Neither Agree nor
**292398749111**433113438disagree
**23%21%21%21%22%**22%20%16%22%

**5145515797206**807337803Agree
**41%40%38%42%41%**42%46%47%40%

**3837713468159**564326649Agree very strongly
**31%33%33%30%32%**29%27%33%32%

Don't Know (DO NOT READ
**-3111****-11OUT)
**-%*%*%*%*%***%*%-%1%

**89832291165365**137116641452NET: Agree
**72%73%71%72%73%**71%74%80%73%

**558301525**1110399NET: Disagree
**4%5%7%7%5%**6%6%3%5%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 129  (continuation)                                                                                                                                                  Page 2187

QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**48858**166**15520Disagree very strongly
**1%1%1%1%1%**1%1%1%**1%1%1%1%

**3538202455**52715**223979Disagree
**5%4%4%3%5%**3%6%3%**2%3%3%4%

a

Neither Agree nor
**190234116196242**3095111**3018690438disagree
**24%23%21%27%21%**20%20%21%**27%27%27%22%

ac

**320391234266450**74199231**40253117803Agree
**41%39%42%36%40%**48%41%44%**36%36%35%40%

b

**226339175236374**43154159**38227112649Agree very strongly
**29%33%32%32%33%**28%32%30%**34%33%33%32%

b

Don't Know (DO NOT READ
**33143**-11**-3211OUT)
***%*%*%*%*%**-%*%*%**-%*%1%1%

**546730408502824**117353390**794802291452NET: Agree
**70%72%74%69%73%**76%73%75%**70%69%68%73%

bb

**3945283063**63321**4281499NET: Disagree
**5%4%5%4%6%**4%7%4%**3%4%4%5%

a
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********78*125720Disagree very strongly
********1%1%*%2%1%2%2%1%

********3634141181179Disagree
********5%3%1%6%4%3%3%4%

Neither Agree nor
********1812111113665677438disagree
********24%22%24%18%22%26%21%22%

********304378203512593163803Agree
********40%39%44%50%41%42%44%40%

********22632614169757111649Agree very strongly
********30%34%31%23%32%26%30%32%

Don't Know (DO NOT READ
********12---1111OUT)
*********%*%-%-%-%1%*%1%

********53070434512221502741452NET: Agree
********70%73%74%73%74%68%74%73%

********43411613131799NET: Disagree
********6%4%2%8%4%6%5%5%
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

86**4**11910201219111920Disagree very strongly
1%3%***%***%1%1%1%1%1%1%1%1%

ba

6011**43**157441775973607379Disagree
4%5%**3%**3%4%4%4%4%4%4%4%4%

a

Neither Agree nor
33373**287**110404264427349407340405438disagree

21%31%**18%**25%22%23%22%22%22%22%22%22%

ba

624114**668**188749448779619757609747803Agree
39%48%**42%**43%40%40%40%40%40%40%40%40%

b

56634**575**125616363630515626486619649Agree very strongly
35%14%**36%**28%33%32%32%33%33%32%33%32%

ab

Don't Know (DO NOT READ
91**6**28211588811OUT)
1%*%***%**1%*%*%1%*%*%1%*%1%

1190148**1243**3131365811141011341383109513661452NET: Agree
74%62%**79%**71%73%72%73%73%73%72%73%73%

ab

6818**47**159351977192719299NET: Disagree
4%7%**3%**4%5%5%5%5%5%5%5%5%

ba
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

12714*6811144**720Disagree very strongly
1%1%1%*%3%2%1%1%1%4%**2%1%

cbb

305058138264671211**1679Disagree
3%5%3%13%4%7%3%3%3%12%**4%4%

bacabb

Neither Agree nor
199239369254480302527021**76438disagree

20%23%22%25%19%22%21%24%20%23%**20%22%

384419656371081465708215141**168803Agree
39%41%39%37%46%40%40%39%42%45%**44%40%

3483015602465974826711815**116649Agree very strongly
35%30%34%24%28%27%34%32%33%16%**30%32%

aca

Don't Know (DO NOT READ
747*35422-**211OUT)
1%*%*%*%1%1%*%1%1%-%**1%1%

cb

732720121661173243105214926956**2841452NET: Agree
75%71%73%61%74%67%74%71%75%61%**74%73%

abbca

4257711314345781615**2399NET: Disagree
4%6%4%13%6%9%4%4%5%16%**6%5%

acabb
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

31-*3**5*12420Disagree very strongly
3%1%-%*%2%*%*%2%*%*%1%3%1%

jjjdgij

641095569766779Disagree
6%2%5%4%3%5%3%5%6%3%3%5%4%

Neither Agree nor
263936603214524920343541438disagree
24%22%17%25%21%12%27%26%17%19%18%32%22%

ggggbdgjgbcdghjk

33781011165854626143698148803Agree
30%43%49%48%39%49%32%32%37%39%42%38%40%

eladefldefladefll

415858575135706946687028649Agree very strongly
38%31%28%23%34%32%37%36%39%38%36%22%32%

aiaaiaaiaiaijaiai

Don't Know (DO NOT READ
-33-12---2--11OUT)
-%2%1%-%1%2%-%-%-%1%-%-%1%

741351591731088913213089137151751452NET: Agree
68%74%77%71%73%81%69%67%76%76%78%59%73%

aaaaaeflaaael

95109857138681199NET: Disagree
8%3%5%4%5%5%4%7%6%4%4%8%5%

kk
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

445720Disagree very strongly
1%1%1%1%1%

1919231879Disagree
4%4%5%4%4%

Neither Agree nor
102105121110438disagree

20%21%24%22%22%

212227166198803Agree
42%45%33%40%40%

bbb

157142185166649Agree very strongly
31%28%37%33%32%

c

Don't Know (DO NOT READ
63-211OUT)
1%1%-%*%1%

b

3693703513631452NET: Agree
74%74%70%73%73%

2423282599NET: Disagree
5%5%6%5%5%
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

911952758*17202211Increase
15%2%15%10%10%14%6%10%16%10%11%

ddaa

40287137452541592713741415Stay about the same
67%78%57%70%72%69%76%69%67%71%71%

ccc

1073310112010136351362Decrease
18%20%27%19%17%17%17%21%16%18%18%

ab

Don't Know (DO NOT READ
-*-46*--*1212OUT)
-%*%-%1%1%*%-%-%*%1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

918917413202228155351521211Increase
9%17%9%10%9%12%11%8%9%7%13%13%9%11%

aefijkm

716775120311812012222312459195761651415Stay about the same
77%64%75%71%80%72%64%68%72%87%71%63%71%71%

bfgjlbgllbfgjlabcefghjl

13201631416254277344432746362Decrease
14%19%16%18%11%15%22%24%19%5%16%23%20%18%

dddimcdhikmddidi

Don't Know (DO NOT READ
---12-25---32-12OUT)
-%-%-%1%-%1%3%-%-%-%1%2%-%1%

afjklmfklm
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

121994216960103949**227211Increase
7%11%9%11%8%9%5%16%5%**13%9%11%

dfhdh

130128632810875678845404102**113551415Stay about the same
74%70%72%70%74%76%78%69%64%**65%69%71%

bdebdbd

343288827413218108849**3917362Decrease
19%18%19%18%17%16%18%15%30%**23%22%18%

efghe

Don't Know (DO NOT READ
-12-129--3-**--12OUT)
-%1%-%1%1%-%-%1%-%**-%-%1%

b
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

11738509201211Increase
27%13%4%8%11%11%

aba

2691939248513301415Stay about the same
62%68%74%76%70%71%

bc

435126316346362Decrease
10%18%21%14%18%18%

cc

Don't Know (DO NOT READ
11711112OUT)
*%1%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 130  (continuation)                                                                                                                                                  Page 2197

QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

949324**26185************68117211Increase
33%10%3%**55%9%************28%7%11%

abaabiaabiai

156633626**171398************13912591415Stay about the same
55%70%77%**37%72%************58%73%71%

cbcbcjcjbcj

36167159**4358************32326362Decrease
12%19%20%**8%18%************13%19%18%

ccbjbj

Don't Know (DO NOT READ
*84**-12*************1212OUT)
*%1%*%**-%1%*************%1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********91181486614213110289211Increase
**********17%9%12%15%19%10%13%7%11%

aaacfabcfaac

**********298909012784789465178541415Stay about the same
**********58%71%70%65%65%71%67%72%71%

bbdedebde

**********1224522979104260146245362Decrease
**********24%19%18%19%14%19%19%21%18%

cddddd

Don't Know (DO NOT READ
**********-543853512OUT)
**********-%*%*%1%1%*%*%*%1%

cf
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**35333922**************133211Increase
**24%11%10%5%**************18%11%

abcaa

**87201289365**************4751415Stay about the same
**61%66%71%76%**************66%71%

dcd

**21678092**************103362Decrease
**14%22%20%19%**************14%18%

d

Don't Know (DO NOT READ
***3-2**************812OUT)
***%1%-%*%**************1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

111206214920**117**41482122211Increase
21%9%26%8%7%**27%**53%26%14%7%11%

aacabcaba

299171361279212**258**281131072301415Stay about the same
56%71%57%73%76%**59%**36%62%70%75%71%

bbaddcd

122473832445**60**9221952362Decrease
24%19%16%18%16%**14%**11%12%13%17%18%

Don't Know (DO NOT READ
-52104**5**--4412OUT)
-%*%1%1%1%**1%**-%-%3%1%1%

c
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**1679476971**413925211Increase
**13%7%11%30%14%**21%25%32%11%

bba

**82811291125353**10993391415Stay about the same
**67%72%71%55%70%**57%59%49%71%

b

**23238723272**422612362Decrease
**19%21%17%14%14%**22%16%16%18%

Don't Know (DO NOT READ
**15126****312OUT)
**1%*%*%1%1%***%*%3%1%

b
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**80100919484**4588115**279262211Increase
**10%10%16%13%7%**29%18%22%**24%13%19%11%

aaabbb

**542722374494813**89312336**734682191415Stay about the same
**70%71%68%68%72%**58%65%64%**65%67%65%71%

b

**15218682140230**197470**1213453362Decrease
**20%18%15%19%20%**13%15%13%**11%19%16%18%

ccc

Don't Know (DO NOT READ
**53635***83**-3112OUT)
**1%*%1%*%*%***%2%1%**-%*%*%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********72841222543450211Increase
********10%9%26%32%18%16%14%11%

aabc

********53068725402071422581415Stay about the same
********70%72%55%57%69%65%70%71%

ede

********14818498384256362Decrease
********20%19%19%11%13%19%15%18%

c

Don't Know (DO NOT READ
********54-*31512OUT)
********1%*%-%*%1%1%1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

13345**150**84199144208183203169200211Increase
8%19%**9%**19%11%13%11%12%11%11%11%11%

bab

1174141**1154**2801328801137711031347106713311415Stay about the same
73%59%**73%**63%71%71%71%71%71%70%71%71%

acc

28552**272**76332179347262329267329362Decrease
18%22%**17%**17%18%16%18%17%17%18%18%18%

Don't Know (DO NOT READ
71**7**1125121112111212OUT)
*%1%***%***%1%*%1%1%1%1%1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

128831242759--2117529**84211Increase
13%8%7%27%25%-%-%100%21%32%**22%11%

accbcb

760656122063131-1415-21845**2311415Stay about the same
78%64%73%64%56%-%100%-%61%49%**60%71%

aabaca

84277314939362--5917**66362Decrease
9%27%19%9%17%100%-%-%16%19%**17%18%

bbab

Don't Know (DO NOT READ
846-6---6-**412OUT)
1%*%*%-%3%-%-%-%2%-%**1%1%

c
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

11192026171319206222114211Increase
10%11%10%11%11%12%10%10%6%12%11%11%11%

dd

711271531751097712013382132145901415Stay about the same
65%69%74%73%73%70%63%69%70%73%75%71%71%

fff

263531372319493928232822362Decrease
23%19%15%15%15%18%26%20%24%13%14%18%18%

bcbchijbcj

Don't Know (DO NOT READ
1133--2--2--12OUT)
1%1%1%1%-%-%1%-%-%1%-%-%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

51574657211Increase
10%11%9%11%11%

3523613353671415Stay about the same
70%72%67%73%71%

b

928011774362Decrease
18%16%23%15%18%

ac

Don't Know (DO NOT READ
532212OUT)
1%1%*%*%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2132451636841252157225Unweighted total

911952758*17202211Weighted total

******31354****3110114Parcels and packets
******60%46%46%****45%55%54%

******16134****34852Letters
******30%17%49%****49%24%25%

aa

******10202****14345Large letters
******20%27%22%****22%21%21%

Order fulfilment
(sending ordered goods

******481****11818to customers)
******8%11%8%****8%9%9%

Other everyday
correspondence, such as
invoices, one off bills

******53******1313etc.
******9%4%5%****6%6%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

******34******1010mail
******6%6%5%****5%5%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

******61******99customer packs etc
******12%1%3%****3%5%4%

a

Publications, such as
magazines, periodicals,

******6*******88customer newsletters
******12%1%4%****3%4%4%

a

******-4-****-55Other (PLEASE SPECIFY)
******-%5%-%****-%2%2%

None of these (DO NOT
******15******88READ OUT)
******1%7%4%****4%4%4%

Don't Know (DO NOT READ
******---****---OUT)
******-%-%-%****-%-%-%

Refused (DO NOT READ
******---****---OUT)
******-%-%-%****-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2339261379181822143251018225Unweighted total

918917413202228155351521211Weighted total

******98******************114Parcels and packets
******56%******************54%

******44******************52Letters
******25%******************25%

******36******************45Large letters
******21%******************21%

Order fulfilment
(sending ordered goods

******17******************18to customers)
******10%******************9%

Other everyday
correspondence, such as
invoices, one off bills

******10******************13etc.
******6%******************6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

******8******************10mail
******5%******************5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

******8******************9customer packs etc
******5%******************4%

Publications, such as
magazines, periodicals,

******8******************8customer newsletters
******4%******************4%

******4******************5Other (PLEASE SPECIFY)
******2%******************2%

None of these (DO NOT
******7******************8READ OUT)
******4%******************4%

Don't Know (DO NOT READ
******-******************-OUT)
******-%******************-%

Refused (DO NOT READ
******-******************-OUT)
******-%******************-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
25200591667612480152286225Unweighted total
1219942169601039492227211Weighted total

**111278723****56********114Parcels and packets
**56%64%52%38%****60%********54%

h

**43114121****18********52Letters
**22%27%24%34%****19%********25%

e

**3963917****16********45Large letters
**20%13%23%28%****17%********21%

Order fulfilment
(sending ordered goods

**14*183****13********18to customers)
**7%1%11%5%****14%********9%

bh

Other everyday
correspondence, such as
invoices, one off bills

**92114****5********13etc.
**5%6%6%7%****5%********6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**8562****5********10mail
**4%11%3%3%****5%********5%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**5*95****2********9customer packs etc
**3%*%5%8%****2%********4%

Publications, such as
magazines, periodicals,

**4*82****2********8customer newsletters
**2%*%5%3%****2%********4%

**5233****2********5Other (PLEASE SPECIFY)
**2%4%2%5%****2%********2%

None of these (DO NOT
**8*83****2********8READ OUT)
**4%*%5%5%****3%********4%

Don't Know (DO NOT READ
**----****-********-OUT)
**-%-%-%-%****-%********-%

Refused (DO NOT READ
**----****-********-OUT)
**-%-%-%-%****-%********-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
12539577218225Unweighted total
11738509201211Weighted total

67**29**111114Parcels and packets
57%**58%**55%54%

19**17**5152Letters
17%**34%**25%25%

cc

22**5**4145Large letters
19%**11%**20%21%

a

Order fulfilment
(sending ordered goods

15*****1818to customers)
13%***%**9%9%

aa

Other everyday
correspondence, such as
invoices, one off bills

6**2**1313etc.
5%**4%**7%6%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

6**2**1010mail
5%**5%**5%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

6**1**99customer packs etc
5%**2%**5%4%

Publications, such as
magazines, periodicals,

2**3**88customer newsletters
2%**5%**4%4%

c

2**1**55Other (PLEASE SPECIFY)
2%**1%**2%2%

None of these (DO NOT
4**2**68READ OUT)
3%**5%**3%4%

Don't Know (DO NOT READ
-**-**--OUT)
-%**-%**-%-%

Refused (DO NOT READ
-**-**--OUT)
-%**-%**-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*kji*h*g*f*e*d*cbaSignificance Level: 95%
11591191031194-12432184110225Unweighted total

949324526185-*23*2068117211Weighted total

6247******92************4052114Parcels and packets
66%51%******50%************59%45%54%

babia

1324******50************113952Letters
14%26%******27%************16%33%25%

cbjbj

1628******41************132945Large letters
17%30%******22%************19%25%21%

c

Order fulfilment
(sending ordered goods

162******14************13218to customers)
17%2%******8%************19%2%9%

baaai

Other everyday
correspondence, such as
invoices, one off bills

58******11************3813etc.
5%8%******6%************4%7%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

14******10************1910mail
1%4%******5%************1%8%5%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

54******5*************59customer packs etc
5%5%******3%*************%4%4%

abi

Publications, such as
magazines, periodicals,

22******6************-68customer newsletters
2%2%******3%************-%5%4%

bb

-5******5************-55Other (PLEASE SPECIFY)
-%5%******2%************-%4%2%

c

None of these (DO NOT
31******7************158READ OUT)
3%1%******4%************2%4%4%

Don't Know (DO NOT READ
--******-************---OUT)
-%-%******-%************-%-%-%

Refused (DO NOT READ
--******-************---OUT)
-%-%******-%************-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
12-261213316677144156127121225Unweighted total
2*-1191181486614213110289211Weighted total

************518331104534432114Parcels and packets
************43%56%47%73%41%43%36%54%

abcabcef

************3533182239253752Letters
************29%22%27%15%30%24%41%25%

ddbcdef

************3329142238382145Large letters
************28%20%21%15%29%37%24%21%

dadef

Order fulfilment
(sending ordered goods

************81621488518to customers)
************6%11%4%10%6%7%6%9%

Other everyday
correspondence, such as
invoices, one off bills

************796599513etc.
************6%6%9%4%7%9%6%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

************863385510mail
************7%4%4%2%6%5%5%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

************46527559customer packs etc
************4%4%8%2%5%4%5%4%

d

Publications, such as
magazines, periodicals,

************231222*8customer newsletters
************2%2%1%2%2%2%*%4%

************422244-5Other (PLEASE SPECIFY)
************3%2%3%1%3%4%-%2%

aa

None of these (DO NOT
************44124148READ OUT)
************3%3%1%2%3%1%4%4%

Don't Know (DO NOT READ
************--------OUT)
************-%-%-%-%-%-%-%-%

Refused (DO NOT READ
************--------OUT)
************-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
3494735224-13-43133225Unweighted total
2353339222-*1-45133211Weighted total

************************94114Parcels and packets
************************71%54%

************************2252Letters
************************16%25%

************************2245Large letters
************************16%21%

Order fulfilment
(sending ordered goods

************************1418to customers)
************************10%9%

Other everyday
correspondence, such as
invoices, one off bills

************************313etc.
************************3%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

************************310mail
************************2%5%

d

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

************************29customer packs etc
************************2%4%

cd

Publications, such as
magazines, periodicals,

************************28customer newsletters
************************2%4%

************************25Other (PLEASE SPECIFY)
************************1%2%

cd

None of these (DO NOT
************************28READ OUT)
************************2%4%

Don't Know (DO NOT READ
************************--OUT)
************************-%-%

Refused (DO NOT READ
************************--OUT)
************************-%-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edc*b*aSignificance Level: 95%
15141691563061081141462323225Unweighted total
11120621492051171141482122211Weighted total

**485361****94**********114Parcels and packets
**40%85%41%****80%**********54%

ac

**35844****7**********52Letters
**29%13%30%****6%**********25%

ba

**35639****18**********45Large letters
**29%9%26%****15%**********21%

b

Order fulfilment
(sending ordered goods

**8414****14**********18to customers)
**6%7%9%****12%**********9%

Other everyday
correspondence, such as
invoices, one off bills

**759****4**********13etc.
**6%7%6%****4%**********6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**819****3**********10mail
**6%2%6%****2%**********5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**727****2**********9customer packs etc
**6%4%5%****2%**********4%

Publications, such as
magazines, periodicals,

**226****2**********8customer newsletters
**2%4%4%****2%**********4%

**222****-**********5Other (PLEASE SPECIFY)
**2%4%2%****-%**********2%

None of these (DO NOT
**417****2**********8READ OUT)
**3%1%5%****1%**********4%

Don't Know (DO NOT READ
**---****-**********-OUT)
**-%-%-%****-%**********-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edc*b*aSignificance Level: 95%
15141691563061081141462323225Unweighted total
11120621492051171141482122211Weighted total

Refused (DO NOT READ
**---****-**********-OUT)
**-%-%-%****-%**********-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*bab*aSignificance Level: 95%
-251105868756434023225Unweighted total
-16794769714413925211Weighted total

****26195943********114Parcels and packets
****33%41%85%60%********54%

a

****3220614********52Letters
****41%43%9%19%********25%

****2015415********45Large letters
****25%33%6%22%********21%

b

Order fulfilment
(sending ordered goods

****5348********18to customers)
****6%7%6%11%********9%

Other everyday
correspondence, such as
invoices, one off bills

****5*21********13etc.
****7%1%3%1%********6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

****5*12********10mail
****6%*%1%3%********5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

****5***********9customer packs etc
****6%*%*%*%********4%

Publications, such as
magazines, periodicals,

******-*********8customer newsletters
*****%*%-%*%********4%

****---2********5Other (PLEASE SPECIFY)
****-%-%-%3%********2%

None of these (DO NOT
****4312********8READ OUT)
****5%7%1%2%********4%

Don't Know (DO NOT READ
****----********-OUT)
****-%-%-%-%********-%

Refused (DO NOT READ
****----********-OUT)
****-%-%-%-%********-%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
129711896115113-4984116-3311270225Unweighted total
1580100919484-4588115-279262211Weighted total

**3540603932****5986****3929114Parcels and packets
**43%40%66%42%38%****67%75%****42%47%54%

abab

**2431152332****1517****231852Letters
**30%31%17%25%38%****17%15%****25%28%25%

bccc

**2232173720****1418****362645Large letters
**28%31%18%39%24%****16%16%****39%42%21%

ac

Order fulfilment
(sending ordered goods

**361065****913****5618to customers)
**4%6%11%6%6%****10%11%****6%9%9%

Other everyday
correspondence, such as
invoices, one off bills

**48195****53****9413etc.
**5%8%1%9%6%****5%2%****10%7%6%

ca

Advertising and
promotional material,
such as catalogues,
brochures and direct

**36254****21****5210mail
**4%6%2%5%5%****2%1%****6%3%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**37*55****22****529customer packs etc
**3%7%*%5%6%****3%2%****5%3%4%

cc

Publications, such as
magazines, periodicals,

***2*2*****22****228customer newsletters
***%2%*%2%*%****3%2%****2%3%4%

**-424-****22****445Other (PLEASE SPECIFY)
**-%4%2%4%-%****2%2%****4%7%2%

ba

None of these (DO NOT
***4214****12******8READ OUT)
***%4%2%2%4%****1%2%*****%*%4%

Don't Know (DO NOT READ
**-----****--****---OUT)
**-%-%-%-%-%****-%-%****-%-%-%

Refused (DO NOT READ
**-----****--****---OUT)
**-%-%-%-%-%****-%-%****-%-%-%
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Table 131  (continuation)                                                                                                                                                  Page 2219

QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
28611901081322614558225Unweighted total
3731072841222543450211Weighted total

********2832****32**28114Parcels and packets
********39%38%****60%**56%54%

********2221****11**1152Letters
********31%26%****21%**23%25%

********2327****12**1245Large letters
********31%32%****23%**23%21%

Order fulfilment
(sending ordered goods

********57****10**518to customers)
********7%9%****18%**10%9%

Other everyday
correspondence, such as
invoices, one off bills

********68*******113etc.
********8%10%****1%**2%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

********56********10mail
********7%7%*****%***%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

********47********9customer packs etc
********6%8%*****%***%4%

Publications, such as
magazines, periodicals,

********22********8customer newsletters
********3%3%*****%***%4%

********-4****2**25Other (PLEASE SPECIFY)
********-%5%****3%**4%2%

b

None of these (DO NOT
********14****2**18READ OUT)
********1%4%****3%**1%4%

Don't Know (DO NOT READ
********--****-**--OUT)
********-%-%****-%**-%-%

Refused (DO NOT READ
********--****-**--OUT)
********-%-%****-%**-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
151436166294213158222203218189215225Unweighted total
133456150184199144208183203169200211Weighted total

59****71**571098211310511187109114Parcels and packets
45%****47%**68%55%57%54%57%55%52%55%54%

bb

39****41**145032524350465052Letters
30%****28%**17%25%22%25%23%25%27%25%25%

a

32****32**184334433743394345Large letters
24%****22%**22%21%24%21%20%21%23%21%21%

Order fulfilment
(sending ordered goods

6****15**121814181418151818to customers)
4%****10%**15%9%10%9%8%9%9%9%9%

b

Other everyday
correspondence, such as
invoices, one off bills

10****11**71312131313121313etc.
8%****7%**8%6%8%6%7%6%7%6%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

10****10**71010101010101010mail
7%****6%**9%5%7%5%6%5%6%5%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5****7**497999999customer packs etc
4%****5%**5%5%5%5%5%5%5%5%4%

Publications, such as
magazines, periodicals,

5****5**686888888customer newsletters
3%****3%**8%4%4%4%4%4%5%4%4%

5****5**255545455Other (PLEASE SPECIFY)
3%****3%**3%2%3%2%2%2%2%2%2%

None of these (DO NOT
7****6**264887768READ OUT)
6%****4%**2%3%3%4%4%4%4%3%4%

Don't Know (DO NOT READ
-****-**---------OUT)
-%****-%**-%-%-%-%-%-%-%-%-%

Refused (DO NOT READ
-****-**---------OUT)
-%****-%**-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*bab*a*baSignificance Level: 95%
1251001352661--2257726483225Unweighted total
128831242759--2117529684211Weighted total

744044**50****11455****63114Parcels and packets
58%48%35%**86%****54%73%****75%54%

c

223048*******5212****1252Letters
17%37%38%**1%****25%15%****14%25%

ba

251938**3****4512****1145Large letters
20%23%31%**5%****21%15%****13%21%

a

Order fulfilment
(sending ordered goods

1637**9****188****1018to customers)
12%3%6%**16%****9%11%****12%9%

ac

Other everyday
correspondence, such as
invoices, one off bills

5810**2****135****613etc.
4%10%8%**4%****6%6%****8%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

839**1****101****110mail
6%3%7%**1%****5%2%****1%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

459*******92****29customer packs etc
3%6%7%***%****4%3%****3%4%

a

Publications, such as
magazines, periodicals,

448**-****84****48customer newsletters
3%5%6%**-%****4%5%****4%4%

a

225**-****52****25Other (PLEASE SPECIFY)
2%3%4%**-%****2%3%****3%2%

None of these (DO NOT
536*******81****18READ OUT)
4%3%5%**1%****4%1%****1%4%

Don't Know (DO NOT READ
---**-****--****--OUT)
-%-%-%**-%****-%-%****-%-%

Refused (DO NOT READ
---**-****--****--OUT)
-%-%-%**-%****-%-%****-%-%
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Table 131  (continuation)                                                                                                                                                  Page 2222

QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131721202127162118191418225Unweighted total
11192026171319206222114211Weighted total

************************114Parcels and packets
************************54%

************************52Letters
************************25%

************************45Large letters
************************21%

Order fulfilment
(sending ordered goods

************************18to customers)
************************9%

Other everyday
correspondence, such as
invoices, one off bills

************************13etc.
************************6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

************************10mail
************************5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

************************9customer packs etc
************************4%

Publications, such as
magazines, periodicals,

************************8customer newsletters
************************4%

************************5Other (PLEASE SPECIFY)
************************2%

None of these (DO NOT
************************8READ OUT)
************************4%

Don't Know (DO NOT READ
************************-OUT)
************************-%

Refused (DO NOT READ
************************-OUT)
************************-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
51685551225Unweighted total
51574657211Weighted total

30332823114Parcels and packets
59%58%60%40%54%

a

1312151352Letters
25%21%34%22%25%

107121645Large letters
20%13%25%27%21%

c

Order fulfilment
(sending ordered goods

168418to customers)
2%10%17%6%9%

d

Other everyday
correspondence, such as
invoices, one off bills

223613etc.
4%3%7%11%6%

Advertising and
promotional material,
such as catalogues,
brochures and direct

141410mail
2%8%2%6%5%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*2349customer packs etc
1%4%6%7%4%

Publications, such as
magazines, periodicals,

1*528customer newsletters
3%1%10%3%4%

c

---55Other (PLEASE SPECIFY)
-%-%-%8%2%

bcd

None of these (DO NOT
42*28READ OUT)
7%4%*%3%4%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
271027878789112454259348Unweighted total
1073310112010136351362Weighted total

******47545****3165170Letters
******46%45%51%****52%47%47%

Other everyday
correspondence, such as
invoices, one off bills

******44345****2132137etc.
******44%28%44%****36%38%38%

a

******18222****26568Large letters
******18%18%23%****24%19%19%

******9221****14647Parcels and packets
******9%18%9%****10%13%13%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

******8132****14142customer packs etc
******8%11%19%****11%12%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

******771*****2122mail
******7%6%7%****2%6%6%

Publications, such as
magazines, periodicals,

******85*****-1818customer newsletters
******8%5%2%****-%5%5%

Order fulfilment
(sending ordered goods

******35******1515to customers)
******3%4%4%****3%4%4%

Goods / business
supplies / large packets

******---****---ordered via lorry
******-%-%-%****-%-%-%

Legal / accounts
******---****---documents / tax forms
******-%-%-%****-%-%-%

*******2-****-55Other (PLEASE SPECIFY)
*******%2%-%****-%1%1%

None of these (DO NOT
******1014******4141READ OUT)
******10%12%4%****5%12%11%

e

Don't Know (DO NOT READ
******23******77OUT)
******2%3%4%****5%2%2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
271027878789112454259348Unweighted total
1073310112010136351362Weighted total

Refused (DO NOT READ
******---****---OUT)
******-%-%-%****-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
40433822712183150243322136348Unweighted total
13201631416254277344432746362Weighted total

******147******************170Letters
******47%******************47%

fjk

Other everyday
correspondence, such as
invoices, one off bills

******114******************137etc.
******36%******************38%

******58******************68Large letters
******18%******************19%

******43******************47Parcels and packets
******14%******************13%

agkl

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

******36******************42customer packs etc
******11%******************12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

******19******************22mail
******6%******************6%

Publications, such as
magazines, periodicals,

******16******************18customer newsletters
******5%******************5%

Order fulfilment
(sending ordered goods

******13******************15to customers)
******4%******************4%

Goods / business
supplies / large packets

******-******************-ordered via lorry
******-%******************-%

Legal / accounts
******-******************-documents / tax forms
******-%******************-%

******4******************5Other (PLEASE SPECIFY)
******1%******************1%

None of these (DO NOT
******37******************41READ OUT)
******12%******************11%

ll

Don't Know (DO NOT READ
******7******************7OUT)
******2%******************2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
40433822712183150243322136348Unweighted total
13201631416254277344432746362Weighted total

Refused (DO NOT READ
******-******************-OUT)
******-%******************-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
373119325512419107944114316348Unweighted total
34328882741321810884973917362Weighted total

**1513613462****36********170Letters
**46%41%49%47%****41%********47%

Other everyday
correspondence, such as
invoices, one off bills

**1273710040****34********137etc.
**39%42%36%30%****39%********38%

eh

**62204834****12********68Large letters
**19%22%17%26%****14%********19%

e

**4574016****24********47Parcels and packets
**14%8%15%12%****27%********13%

dh

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**35152720****7********42customer packs etc
**11%17%10%15%****8%********12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**225169****5********22mail
**7%6%6%7%****6%********6%

Publications, such as
magazines, periodicals,

**183158****3********18customer newsletters
**5%4%6%6%****4%********5%

Order fulfilment
(sending ordered goods

**145104****6********15to customers)
**4%6%4%3%****7%********4%

Goods / business
supplies / large packets

**----****-********-ordered via lorry
**-%-%-%-%****-%********-%

Legal / accounts
**----****-********-documents / tax forms
**-%-%-%-%****-%********-%

**5-54****1********5Other (PLEASE SPECIFY)
**2%-%2%3%****1%********1%

None of these (DO NOT
**36113021****8********41READ OUT)
**11%13%11%16%****10%********11%

d
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
373119325512419107944114316348Unweighted total
34328882741321810884973917362Weighted total

Don't Know (DO NOT READ
**5*75*************7OUT)
**2%*%3%4%*****%********2%

Refused (DO NOT READ
**----****-********-OUT)
**-%-%-%-%****-%********-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
404625810338348Unweighted total
435126316346362Weighted total

****125**161170Letters
****47%**47%47%

Other everyday
correspondence, such as
invoices, one off bills

****104**127137etc.
****40%**37%38%

****46**6368Large letters
****18%**18%19%

ac

****23**4547Parcels and packets
****9%**13%13%

ab

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

****30**3642customer packs etc
****12%**11%12%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

****16**2222mail
****6%**6%6%

Publications, such as
magazines, periodicals,

****13**1818customer newsletters
****5%**5%5%

Order fulfilment
(sending ordered goods

****10**1515to customers)
****4%**4%4%

Goods / business
supplies / large packets

****-**--ordered via lorry
****-%**-%-%

Legal / accounts
****-**--documents / tax forms
****-%**-%-%

****3**55Other (PLEASE SPECIFY)
****1%**1%1%

None of these (DO NOT
****29**4141READ OUT)
****11%**12%11%

c

Don't Know (DO NOT READ
****6**67OUT)
****2%**2%2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
404625810338348Unweighted total
435126316346362Weighted total

Refused (DO NOT READ
****-**--OUT)
****-%**-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
4417512916342---1-538304348Unweighted total
36167159*4358---*-432326362Weighted total

**8175****168**************156170Letters
**48%47%****47%**************48%47%

Other everyday
correspondence, such as
invoices, one off bills

**6757****135**************124137etc.
**40%36%****38%**************38%38%

**3226****66**************5868Large letters
**19%17%****18%**************18%19%

**2713****46**************3947Parcels and packets
**16%8%****13%**************12%13%

aa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**1325****40**************3842customer packs etc
**8%16%****11%**************12%12%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

**811****21**************1922mail
**5%7%****6%**************6%6%

Publications, such as
magazines, periodicals,

**612****18**************1818customer newsletters
**4%8%****5%**************6%5%

Order fulfilment
(sending ordered goods

**48****15**************1215to customers)
**2%5%****4%**************4%4%

b

Goods / business
supplies / large packets

**--****-**************--ordered via lorry
**-%-%****-%**************-%-%

Legal / accounts
**--****-**************--documents / tax forms
**-%-%****-%**************-%-%

**41****5**************55Other (PLEASE SPECIFY)
**2%1%****1%**************2%1%

None of these (DO NOT
**1624****41**************4041READ OUT)
**9%15%****12%**************12%11%

Don't Know (DO NOT READ
**16****7**************77OUT)
***%4%****2%**************2%2%

b
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
4417512916342---1-538304348Unweighted total
36167159*4358---*-432326362Weighted total

Refused (DO NOT READ
**--****-**************--OUT)
**-%-%****-%**************-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-11141223322885105252156236348Unweighted total
-1**11224522979104260146245362Weighted total

************13398365514172138170Letters
************55%43%46%52%54%50%56%47%

ff

Other everyday
correspondence, such as
invoices, one off bills

************761034232834580137etc.
************31%45%53%30%32%31%33%38%

abcdabcd

************5235102655365368Large letters
************21%15%13%25%21%24%22%19%

efef

************273472928232647Parcels and packets
************11%15%8%28%11%16%11%13%

abcef

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

************2727181331183042customer packs etc
************11%12%23%13%12%12%12%12%

abcf

Advertising and
promotional material,
such as catalogues,
brochures and direct

************1312961371322mail
************5%5%11%6%5%5%5%6%

Publications, such as
magazines, periodicals,

************12974127918customer newsletters
************5%4%9%4%4%5%4%5%

Order fulfilment
(sending ordered goods

************6124593715to customers)
************3%5%5%5%3%2%3%4%

Goods / business
supplies / large packets

************--------ordered via lorry
************-%-%-%-%-%-%-%-%

Legal / accounts
************--------documents / tax forms
************-%-%-%-%-%-%-%-%

************23-24425Other (PLEASE SPECIFY)
************1%1%-%2%2%3%1%1%

None of these (DO NOT
************25145527172541READ OUT)
************10%6%6%5%11%12%10%11%

f

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 132  (continuation)                                                                                                                                                  Page 2235

QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-11141223322885105252156236348Unweighted total
-1**11224522979104260146245362Weighted total

Don't Know (DO NOT READ
************54215*57OUT)
************2%2%3%1%2%*%2%2%

b

Refused (DO NOT READ
************--------OUT)
************-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-327173761-1---1103348Unweighted total
-216780921-1---*103362Weighted total

****373754**************55170Letters
****55%47%59%**************53%47%

Other everyday
correspondence, such as
invoices, one off bills

****203026**************32137etc.
****29%37%28%**************31%38%

****21922**************2668Large letters
****31%11%24%**************26%19%

b

****1098**************2747Parcels and packets
****15%11%9%**************27%13%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

****5714**************1342customer packs etc
****7%9%15%**************13%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

****345**************622mail
****5%5%5%**************6%6%

Publications, such as
magazines, periodicals,

****327**************418customer newsletters
****4%3%7%**************4%5%

Order fulfilment
(sending ordered goods

****142**************515to customers)
****1%5%2%**************5%4%

c

Goods / business
supplies / large packets

****---**************--ordered via lorry
****-%-%-%**************-%-%

Legal / accounts
****---**************--documents / tax forms
****-%-%-%**************-%-%

****2--**************25Other (PLEASE SPECIFY)
****3%-%-%**************2%1%

ab

None of these (DO NOT
****8126**************541READ OUT)
****12%15%6%**************5%11%

Don't Know (DO NOT READ
****-14**************17OUT)
****-%2%4%**************1%2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-327173761-1---1103348Unweighted total
-216780921-1---*103362Weighted total

Refused (DO NOT READ
****---**************--OUT)
****-%-%-%**************-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
102423731153-52111192153348Unweighted total
122473832445-6029221952362Weighted total

**130**14825**29********25170Letters
**53%**46%57%**49%********49%47%

Other everyday
correspondence, such as
invoices, one off bills

**79**12619**13********17137etc.
**32%**39%42%**22%********32%38%

a

**49**5913**13********1568Large letters
**20%**18%29%**23%********29%19%

**24**3410**19********1347Parcels and packets
**10%**10%23%**32%********24%13%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**25**369**4********942customer packs etc
**10%**11%20%**7%********18%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**9**173**3********322mail
**4%**5%6%**6%********7%6%

Publications, such as
magazines, periodicals,

**7**142**2*********18customer newsletters
**3%**4%5%**3%********1%5%

a

Order fulfilment
(sending ordered goods

**4**91**4********115to customers)
**2%**3%2%**7%********2%4%

a

Goods / business
supplies / large packets

**-**--**-********--ordered via lorry
**-%**-%-%**-%********-%-%

Legal / accounts
**-**--**-********--documents / tax forms
**-%**-%-%**-%********-%-%

**4**5***2********-5Other (PLEASE SPECIFY)
**2%**2%1%**3%********-%1%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
102423731153-52111192153348Unweighted total
122473832445-6029221952362Weighted total

None of these (DO NOT
**27**412**3********241READ OUT)
**11%**13%4%**5%********3%11%

b

Don't Know (DO NOT READ
**5**7************17OUT)
**2%**2%*%**1%********1%2%

Refused (DO NOT READ
**-**--**-********--OUT)
**-%**-%-%**-%********-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*ba*b*aSignificance Level: 95%
-292286831744372612348Unweighted total
-232387232722422612362Weighted total

****13245**37********170Letters
****55%63%**52%********47%

Other everyday
correspondence, such as
invoices, one off bills

****7920**23********137etc.
****33%28%**32%********38%

****5315**19********68Large letters
****22%21%**27%********19%

****2316**20********47Parcels and packets
****10%22%**28%********13%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

****2710**9********42customer packs etc
****12%14%**13%********12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

****135**6********22mail
****5%7%**8%********6%

Publications, such as
magazines, periodicals,

****95**3********18customer newsletters
****4%6%**4%********5%

Order fulfilment
(sending ordered goods

****72**3********15to customers)
****3%3%**4%********4%

Goods / business
supplies / large packets

****--**-********-ordered via lorry
****-%-%**-%********-%

Legal / accounts
****--**-********-documents / tax forms
****-%-%**-%********-%

****2-**2********5Other (PLEASE SPECIFY)
****1%-%**3%********1%

None of these (DO NOT
****259**3********41READ OUT)
****10%12%**4%********11%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*ba*b*aSignificance Level: 95%
-292286831744372612348Unweighted total
-232387232722422612362Weighted total

Don't Know (DO NOT READ
****52**1********7OUT)
****2%3%**1%********2%

Refused (DO NOT READ
****--**-********-OUT)
****-%-%**-%********-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
-16118484151224-247770-2114354348Unweighted total
-15218682140230-197470-1213453362Weighted total

**80914367125****3841****6627170Letters
**53%49%53%48%54%****52%58%****49%50%47%

Other everyday
correspondence, such as
invoices, one off bills

**4760244576****2319****4114137etc.
**31%32%30%32%33%****32%28%****31%27%38%

**3035233549****2018****34968Large letters
**20%19%28%25%21%****28%26%****25%18%19%

**1619242121****2020****20947Parcels and packets
**10%10%30%15%9%****27%29%****15%18%13%

ab

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**2117101825****126****18842customer packs etc
**14%9%13%13%11%****16%9%****13%14%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**69479****54****7522mail
**4%5%5%5%4%****7%6%****5%9%6%

Publications, such as
magazines, periodicals,

**37375****24****7418customer newsletters
**2%4%4%5%2%****3%5%****6%7%5%

Order fulfilment
(sending ordered goods

**24333****15****3115to customers)
**1%2%3%2%1%****2%7%****2%3%4%

Goods / business
supplies / large packets

**-----****--****---ordered via lorry
**-%-%-%-%-%****-%-%****-%-%-%

Legal / accounts
**-----****--****---documents / tax forms
**-%-%-%-%-%****-%-%****-%-%-%

**24242****2*****4-5Other (PLEASE SPECIFY)
**1%2%3%3%1%****3%1%****3%-%1%

None of these (DO NOT
**182541725****53****171041READ OUT)
**12%14%5%12%11%****6%5%****13%20%11%

c

Don't Know (DO NOT READ
**151*5****11******7OUT)
**1%3%1%*%2%****1%1%*****%*%2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
-16118484151224-247770-2114354348Unweighted total
-15218682140230-197470-1213453362Weighted total

Refused (DO NOT READ
**-----****--****---OUT)
**-%-%-%-%-%****-%-%****-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
2841615617998444359348Unweighted total
2861414818498384256362Weighted total

********7788********36170Letters
********52%48%********63%47%

Other everyday
correspondence, such as
invoices, one off bills

********4959********17137etc.
********33%32%********31%38%

********3037********2168Large letters
********21%20%********38%19%

********1318********1547Parcels and packets
********9%10%********27%13%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

********2019********742customer packs etc
********13%10%********13%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

********69********422mail
********4%5%********7%6%

Publications, such as
magazines, periodicals,

********37********318customer newsletters
********2%4%********5%5%

Order fulfilment
(sending ordered goods

********24********315to customers)
********1%2%********5%4%

Goods / business
supplies / large packets

********--********--ordered via lorry
********-%-%********-%-%

Legal / accounts
********--********--documents / tax forms
********-%-%********-%-%

********24********-5Other (PLEASE SPECIFY)
********2%2%********-%1%

None of these (DO NOT
********1825********141READ OUT)
********12%14%********2%11%

Don't Know (DO NOT READ
********15********17OUT)
********1%3%********1%2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
2841615617998444359348Unweighted total
2861414818498384256362Weighted total

Refused (DO NOT READ
********--********--OUT)
********-%-%********-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
284438269181324190338274329277328348Unweighted total
2855212272*76332179347262329267329362Weighted total

136****126**4516687162127167131167170Letters
48%****46%**60%50%49%47%48%51%49%51%47%

Other everyday
correspondence, such as
invoices, one off bills

105****112**27123701339611796117137etc.
37%****41%**36%37%39%38%37%35%36%35%38%

54****51**206741685368616868Large letters
19%****19%**27%20%23%19%20%21%23%21%19%

27****29**204632474345384547Parcels and packets
9%****11%**27%14%18%14%16%14%14%14%13%

bb

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

31****34**123921373437323742customer packs etc
11%****13%**16%12%12%11%13%11%12%11%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

15****14**82213221822142222mail
5%****5%**10%7%7%6%7%7%5%7%6%

Publications, such as
magazines, periodicals,

10****12**91711181418131818customer newsletters
4%****4%**12%5%6%5%5%6%5%6%5%

b

Order fulfilment
(sending ordered goods

7****9**815815131391315to customers)
3%****3%**11%5%5%4%5%4%3%4%4%

b

Goods / business
supplies / large packets

-****-**---------ordered via lorry
-%****-%**-%-%-%-%-%-%-%-%-%

Legal / accounts
-****-**---------documents / tax forms
-%****-%**-%-%-%-%-%-%-%-%-%

3****3***53535355Other (PLEASE SPECIFY)
1%****1%**1%2%2%1%1%2%1%2%1%

None of these (DO NOT
32****31**33013372530283041READ OUT)
11%****11%**4%9%7%11%9%9%10%9%11%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
284438269181324190338274329277328348Unweighted total
2855212272*76332179347262329267329362Weighted total

Don't Know (DO NOT READ
7****5**15*747477OUT)
3%****2%**1%2%*%2%2%2%2%2%2%

Refused (DO NOT READ
-****-**---------OUT)
-%****-%**-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
702782941635348--5315358348Unweighted total
84277314939362--5917566362Weighted total

35135152****170****35****36170Letters
42%49%49%****47%****59%****54%47%

Other everyday
correspondence, such as
invoices, one off bills

33104123****137****15****18137etc.
39%38%39%****38%****26%****28%38%

165257****68****16****1868Large letters
19%19%18%****19%****28%****27%19%

212631****47****18****2147Parcels and packets
25%9%10%****13%****30%****32%13%

ac

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

103239****42****11****1242customer packs etc
12%12%13%****12%****19%****18%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

71419****22****6****622mail
8%5%6%****6%****11%****9%6%

Publications, such as
magazines, periodicals,

51417****18****6****718customer newsletters
5%5%5%****5%****10%****10%5%

Order fulfilment
(sending ordered goods

7812****15****6****715to customers)
8%3%4%****4%****10%****10%4%

a

Goods / business
supplies / large packets

---****-****-****--ordered via lorry
-%-%-%****-%****-%****-%-%

Legal / accounts
---****-****-****--documents / tax forms
-%-%-%****-%****-%****-%-%

145****5****-****-5Other (PLEASE SPECIFY)
1%1%1%****1%****-%****-%1%

None of these (DO NOT
182340****41****6****641READ OUT)
21%8%13%****11%****10%****9%11%

a
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
702782941635348--5315358348Unweighted total
84277314939362--5917566362Weighted total

Don't Know (DO NOT READ
167****7****-****-7OUT)
1%2%2%****2%****-%****-%2%

Refused (DO NOT READ
---****-****-****--OUT)
-%-%-%****-%****-%****-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*lkj*i*hgf*ed*c*b*aSignificance Level: 95%
283131222532432934222625348Unweighted total
263531372319493928232822362Weighted total

************************170Letters
************************47%

Other everyday
correspondence, such as
invoices, one off bills

************************137etc.
************************38%

fj

************************68Large letters
************************19%

jk

************************47Parcels and packets
************************13%

ddjdj

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

************************42customer packs etc
************************12%

ddd

Advertising and
promotional material,
such as catalogues,
brochures and direct

************************22mail
************************6%

dfjk

Publications, such as
magazines, periodicals,

************************18customer newsletters
************************5%

dfjk

Order fulfilment
(sending ordered goods

************************15to customers)
************************4%

fjk

Goods / business
supplies / large packets

************************-ordered via lorry
************************-%

Legal / accounts
************************-documents / tax forms
************************-%

************************5Other (PLEASE SPECIFY)
************************1%

None of these (DO NOT
************************41READ OUT)
************************11%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 132  (continuation)                                                                                                                                                  Page 2251

QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*lkj*i*hgf*ed*c*b*aSignificance Level: 95%
283131222532432934222625348Unweighted total
263531372319493928232822362Weighted total

Don't Know (DO NOT READ
************************7OUT)
************************2%

Refused (DO NOT READ
************************-OUT)
************************-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
907910673348Unweighted total
928011774362Weighted total

43276238170Letters
47%34%53%51%47%

cc

Other everyday
correspondence, such as
invoices, one off bills

34314427137etc.
37%39%38%37%38%

920281068Large letters
10%25%24%14%19%

dd

911151247Parcels and packets
10%14%13%16%13%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

11917542customer packs etc
12%12%15%7%12%

Advertising and
promotional material,
such as catalogues,
brochures and direct

*87722mail
*%9%6%9%6%

ddd

Publications, such as
magazines, periodicals,

*75618customer newsletters
*%9%4%8%5%

dd

Order fulfilment
(sending ordered goods

154415to customers)
1%7%4%6%4%

Goods / business
supplies / large packets

-----ordered via lorry
-%-%-%-%-%

Legal / accounts
-----documents / tax forms
-%-%-%-%-%

*-145Other (PLEASE SPECIFY)
*%-%1%5%1%

c

None of these (DO NOT
111614141READ OUT)
11%21%12%1%11%

aaa

Don't Know (DO NOT READ
3*227OUT)
3%1%2%3%2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
907910673348Unweighted total
928011774362Weighted total

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2132451636841252157225Unweighted total

911952758*17202211Weighted total

******37475****5148154Growth of business
******70%63%66%****71%73%73%

Ability to reach more
******481****12728customers
******7%11%14%****13%13%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

******34******77items)
******5%5%3%****3%3%3%

Increase use of direct
******22******55mail for marketing
******4%3%2%****3%2%2%

More items being sent to
*******3*****-33existing clients
******1%4%2%****-%2%2%

*******1*****-22Innovative services
******1%1%1%****-%1%1%

******-1******11Cheaper / Lower Prices
******-%2%1%****2%1%1%

Postal communications
offer better quality
than other forms of

*******--****-**communications
******1%-%-%****-%*%*%

******8182****13839Other (PLEASE SPECIFY)
******15%24%20%****20%19%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2339261379181822143251018225Unweighted total

918917413202228155351521211Weighted total

******129******************154Growth of business
******74%******************73%

Ability to reach more
******22******************28customers
******12%******************13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

******6******************7items)
******3%******************3%

Increase use of direct
******4******************5mail for marketing
******3%******************2%

More items being sent to
******2******************3existing clients
******1%******************2%

******-******************2Innovative services
******-%******************1%

******1******************1Cheaper / Lower Prices
******1%******************1%

Postal communications
offer better quality
than other forms of

******-*******************communications
******-%*******************%

******33******************39Other (PLEASE SPECIFY)
******19%******************19%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 133  (continuation)                                                                                                                                                  Page 2256

QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
25200591667612480152286225Unweighted total
1219942169601039492227211Weighted total

**1463112336****69********154Growth of business
**74%73%73%60%****73%********73%

Ability to reach more
**2572110****9********28customers
**13%18%12%17%****10%********13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

**7252****5********7items)
**3%5%3%3%****6%********3%

Increase use of direct
**523-****2********5mail for marketing
**2%5%2%-%****2%********2%

More items being sent to
**3-32****-********3existing clients
**2%-%2%4%****-%********2%

**211*****1********2Innovative services
**1%2%1%1%****1%********1%

**1-1-****1********1Cheaper / Lower Prices
**1%-%1%-%****2%********1%

Postal communications
offer better quality
than other forms of

***-*-****-*********communications
***%-%*%-%****-%*********%

**3673217****18********39Other (PLEASE SPECIFY)
**18%17%19%28%****19%********19%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 133  (continuation)                                                                                                                                                  Page 2257

QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
12539577218225Unweighted total
11738509201211Weighted total

90**31**148154Growth of business
77%**62%**74%73%

a

Ability to reach more
14**11**2828customers
12%**21%**14%13%

b

Increase in fulfilment
(fulfilling customer
orders by mailing out

***4**77items)
*%**8%**3%3%

cc

Increase use of direct
5**-**55mail for marketing
4%**-%**3%2%

More items being sent to
3*****33existing clients
3%***%**2%2%

1**1**22Innovative services
1%**1%**1%1%

1**-**11Cheaper / Lower Prices
1%**-%**1%1%

Postal communications
offer better quality
than other forms of

-*******communications
-%**1%***%*%

18**10**3639Other (PLEASE SPECIFY)
15%**21%**18%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*kji*h*g*f*e*d*cbaSignificance Level: 95%
11591191031194-12432184110225Unweighted total

949324526185-*23*2068117211Weighted total

7373******132************5280154Growth of business
78%79%******71%************76%69%73%

Ability to reach more
1016******24************51928customers
10%17%******13%************7%16%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

13******7************167items)
1%4%******4%************2%5%3%

Increase use of direct
31******3*************25mail for marketing
3%1%******1%*************%2%2%

bi

More items being sent to
3*******3************3*3existing clients
3%*%******2%************4%*%2%

*1******2*************12Innovative services
*%1%******1%************1%1%1%

1-******1************1-1Cheaper / Lower Prices
2%-%******1%************2%-%1%

Postal communications
offer better quality
than other forms of

-********************-**communications
-%1%*******%************-%*%*%

1412******37************112639Other (PLEASE SPECIFY)
15%13%******20%************16%22%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
12-261213316677144156127121225Unweighted total
2*-1191181486614213110289211Weighted total

************8511351115968263154Growth of business
************72%77%78%81%74%80%70%73%

a

Ability to reach more
************161861717101328customers
************14%12%10%12%13%10%15%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

************252422*7items)
************2%4%3%3%2%2%*%3%

Increase use of direct
************32*33135mail for marketing
************2%1%*%2%2%1%3%2%

More items being sent to
************33213323existing clients
************2%2%4%1%3%3%2%2%

************11*12222Innovative services
************1%*%1%1%1%2%2%1%

************1--111*1Cheaper / Lower Prices
************1%-%-%1%1%1%*%1%

Postal communications
offer better quality
than other forms of

*****************-**communications
*************%*%1%*%*%-%1%*%

************212481822131739Other (PLEASE SPECIFY)
************18%16%12%12%17%13%19%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
3494735224-13-43133225Unweighted total
2353339222-*1-45133211Weighted total

************************105154Growth of business
************************79%73%

Ability to reach more
************************1628customers
************************12%13%

bd

Increase in fulfilment
(fulfilling customer
orders by mailing out

************************47items)
************************3%3%

Increase use of direct
************************25mail for marketing
************************2%2%

More items being sent to
************************13existing clients
************************1%2%

************************12Innovative services
************************1%1%

************************11Cheaper / Lower Prices
************************1%1%

Postal communications
offer better quality
than other forms of

**************************communications
*************************%*%

************************1839Other (PLEASE SPECIFY)
************************13%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edc*b*aSignificance Level: 95%
15141691563061081141462323225Unweighted total
11120621492051171141482122211Weighted total

**865599****97**********154Growth of business
**72%88%67%****82%**********73%

a

Ability to reach more
**151117****14**********28customers
**12%19%11%****12%**********13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

**2*6****1**********7items)
**2%1%4%****1%**********3%

Increase use of direct
**3-5****3**********5mail for marketing
**2%-%3%****3%**********2%

More items being sent to
**3*3****1**********3existing clients
**3%1%2%****1%**********2%

**111****1**********2Innovative services
**1%1%1%****1%**********1%

**1*1****1**********1Cheaper / Lower Prices
**1%*%1%****1%**********1%

Postal communications
offer better quality
than other forms of

***-*****-***********communications
***%-%*%****-%***********%

**22336****14**********39Other (PLEASE SPECIFY)
**19%6%24%****12%**********19%

b
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*bab*aSignificance Level: 95%
-251105868756434023225Unweighted total
-16794769714413925211Weighted total

****56296550********154Growth of business
****72%63%93%71%********73%

a

Ability to reach more
****115107********28customers
****15%10%14%11%********13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

*******4********7items)
****1%1%1%5%********3%

Increase use of direct
****23-3********5mail for marketing
****2%6%-%5%********2%

More items being sent to
****22-1********3existing clients
****3%4%-%2%********2%

****211*********2Innovative services
****2%2%1%1%********1%

****--*1********1Cheaper / Lower Prices
****-%-%*%2%********1%

Postal communications
offer better quality
than other forms of

******-**********communications
****1%1%-%1%*********%

****148114********39Other (PLEASE SPECIFY)
****17%17%2%20%********19%

b
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
129711896115113-4984116-3311270225Unweighted total
1580100919484-4588115-279262211Weighted total

**6170717559****7192****7549154Growth of business
**76%70%78%79%70%****81%80%****81%79%73%

Ability to reach more
**101410813****613****10228customers
**13%14%11%9%15%****7%11%****11%3%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

**-242*****44****227items)
**-%2%5%2%1%****4%4%****2%4%3%

Increase use of direct
**13313****13****115mail for marketing
**1%3%4%1%3%****1%3%****1%1%2%

More items being sent to
**13132****11****323existing clients
**1%3%1%3%3%****1%1%****4%3%2%

**11*11****11****212Innovative services
**1%1%*%1%1%****1%1%****2%1%1%

**1111-****11****111Cheaper / Lower Prices
**2%1%1%1%-%****2%1%****1%2%1%

Postal communications
offer better quality
than other forms of

*****-******-****--*communications
**1%*%1%-%1%****1%-%****-%-%*%

**1520141317****1213****11839Other (PLEASE SPECIFY)
**18%20%16%14%20%****14%11%****11%12%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
28611901081322614558225Unweighted total
3731072841222543450211Weighted total

********5758****40**38154Growth of business
********80%69%****75%**76%73%

Ability to reach more
********912****5**428customers
********13%15%****9%**7%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

********-2****2**47items)
********-%3%****4%**7%3%

Increase use of direct
********12****3**-5mail for marketing
********1%3%****6%**-%2%

More items being sent to
********13****1***3existing clients
********2%3%****2%**1%2%

********11****-***2Innovative services
********1%1%****-%**1%1%

********11****1**11Cheaper / Lower Prices
********2%2%****2%**3%1%

Postal communications
offer better quality
than other forms of

**************-****communications
********1%1%****-%**1%*%

********1115****9**939Other (PLEASE SPECIFY)
********15%18%****16%**17%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
151436166294213158222203218189215225Unweighted total
133456150184199144208183203169200211Weighted total

90****105**58146108151137148123146154Growth of business
68%****70%**69%74%75%73%75%73%73%73%73%

Ability to reach more
16****13**82317282325232528customers
12%****9%**10%12%12%14%12%12%13%13%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

7****7**274747767items)
5%****5%**2%3%3%3%2%3%4%3%3%

Increase use of direct
4****5**141544345mail for marketing
3%****3%**1%2%1%2%2%2%2%2%2%

More items being sent to
3****3**331333333existing clients
2%****2%**4%2%1%2%2%2%2%2%2%

1****1**122222222Innovative services
*%****1%**1%1%1%1%1%1%1%1%1%

1****1**11-111111Cheaper / Lower Prices
1%****1%**2%1%-%1%1%1%1%1%1%

Postal communications
offer better quality
than other forms of

********-********communications
*%*****%**-%*%*%*%*%*%*%*%*%

27****31**193728393337313739Other (PLEASE SPECIFY)
20%****20%**23%19%19%19%18%18%19%19%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*bab*a*baSignificance Level: 95%
1251001352661--2257726483225Unweighted total
128831242759--2117529684211Weighted total

965776**53****15463****72154Growth of business
75%69%61%**91%****73%85%****86%73%

c

Ability to reach more
161313**10****2812****1528customers
12%15%10%**18%****13%16%****18%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

436**1****7******7items)
3%3%5%**1%****3%1%****1%3%

Increase use of direct
323*******53****35mail for marketing
2%2%2%***%****2%3%****3%2%

More items being sent to
133**-****31****13existing clients
1%3%3%**-%****2%1%****1%2%

2-2**-****21****12Innovative services
1%-%1%**-%****1%1%****1%1%

1*-*******1-****-1Cheaper / Lower Prices
1%*%-%***%****1%-%****-%1%

Postal communications
offer better quality
than other forms of

-****-*****-****-*communications
-%1%*%**-%*****%-%****-%*%

251534**4****395****639Other (PLEASE SPECIFY)
19%18%27%**6%****19%7%****7%19%

a
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131721202127162118191418225Unweighted total
11192026171319206222114211Weighted total

************************154Growth of business
************************73%

Ability to reach more
************************28customers
************************13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

************************7items)
************************3%

Increase use of direct
************************5mail for marketing
************************2%

More items being sent to
************************3existing clients
************************2%

************************2Innovative services
************************1%

************************1Cheaper / Lower Prices
************************1%

Postal communications
offer better quality
than other forms of

*************************communications
*************************%

************************39Other (PLEASE SPECIFY)
************************19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
51685551225Unweighted total
51574657211Weighted total

36363448154Growth of business
70%64%74%84%73%

c

Ability to reach more
785928customers

13%14%10%16%13%

Increase in fulfilment
(fulfilling customer
orders by mailing out

23127items)
3%5%1%4%3%

Increase use of direct
21*25mail for marketing
5%1%*%3%2%

More items being sent to
*3-*3existing clients
1%5%-%*%2%

*11-2Innovative services
1%1%1%-%1%

1*--1Cheaper / Lower Prices
3%*%-%-%1%

Postal communications
offer better quality
than other forms of

--*-*communications
-%-%1%-%*%

11129739Other (PLEASE SPECIFY)
21%22%20%12%19%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
271027878789112454259348Unweighted total
1073310112010136351362Weighted total

Increase use of emailing
******51406****3153158services
******51%33%54%****49%43%44%

a

Use of new/digital
******34464****2123127communication methods
******34%38%38%****34%35%35%

******791*****3435Postal costs
******7%8%8%****6%10%10%

Increase use of social
******411*****-2526media
******4%9%2%****-%7%7%

b

******-10******1414Downsizing the company
******-%8%2%****4%4%4%

b

Retirement / closing the
******45-****-1010business
******4%4%-%****-%3%3%

******34-****-99Because of the recession
******3%3%-%****-%3%2%

******4-******66Environmental costs
******4%-%3%****4%2%2%

Electronic technology is
******12******66more reliable / faster
******1%2%1%****2%2%2%

Less effective than
other communications

******22-****-66media
******2%2%-%****-%2%2%

Poor customer service
******2--****-22/unreliable service
******2%-%-%****-%1%1%

******-1******11Security concerns
******-%1%2%****3%*%*%

a

******-1-****-11More BACS payments
******-%1%-%****-%*%*%

Relocation of staff /
*******--****-**company
*******%-%-%****-%*%*%

Too complicated - hard
to understand what the

******---****---best mailing option is
******-%-%-%****-%-%-%

******-13******2324Other
******-%11%4%****6%7%7%

b

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 134                                                                                                                                                                  Page 2270

QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
271027878789112454259348Unweighted total
1073310112010136351362Weighted total

******--******-*Don't Know
******-%-%2%****3%-%*%

aa
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
40433822712183150243322136348Unweighted total
13201631416254277344432746362Weighted total

Increase use of emailing
******136******************158services
******43%******************44%

Use of new/digital
******108******************127communication methods
******34%******************35%

******30******************35Postal costs
******9%******************10%

Increase use of social
******24******************26media
******8%******************7%

ggjlm

******14******************14Downsizing the company
******4%******************4%

Retirement / closing the
******7******************10business
******2%******************3%

******9******************9Because of the recession
******3%******************2%

******5******************6Environmental costs
******2%******************2%

Electronic technology is
******5******************6more reliable / faster
******1%******************2%

Less effective than
other communications

******5******************6media
******2%******************2%

j

Poor customer service
******2******************2/unreliable service
******1%******************1%

j

******1******************1Security concerns
*******%*******************%

******-******************1More BACS payments
******-%*******************%

jj

Relocation of staff /
******-*******************company
******-%*******************%

j

Too complicated - hard
to understand what the

******-******************-best mailing option is
******-%******************-%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
40433822712183150243322136348Unweighted total
13201631416254277344432746362Weighted total

******23******************24Other
******7%******************7%

**************************Don't Know
*******%*******************%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
373119325512419107944114316348Unweighted total
34328882741321810884973917362Weighted total

Increase use of emailing
**1482912958****36********158services
**45%34%47%44%****41%********44%

b

Use of new/digital
**115448354****13********127communication methods
**35%50%30%41%****15%********35%

aeee

**3072817****8********35Postal costs
**9%8%10%13%****9%********10%

ddd

Increase use of social
**223238****8********26media
**7%3%8%6%****9%********7%

**141131****7********14Downsizing the company
**4%2%5%1%****8%********4%

h

Retirement / closing the
**1027*****1********10business
**3%3%3%*%****2%********3%

h

**927-****6********9Because of the recession
**3%2%3%-%****7%********2%

h

**4-63****-********6Environmental costs
**1%-%2%2%****-%********2%

a

Electronic technology is
**333-****2********6more reliable / faster
**1%3%1%-%****2%********2%

ah

Less effective than
other communications

**3152****1********6media
**1%1%2%2%****1%********2%

a

Poor customer service
**2-2-****-********2/unreliable service
**1%-%1%-%****-%********1%

h

**11******-********1Security concerns
***%1%*%*%****-%*********%

**11******1********1More BACS payments
***%1%*%*%****1%*********%

Relocation of staff /
***-******-*********company
***%-%*%*%****-%*********%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
373119325512419107944114316348Unweighted total
34328882741321810884973917362Weighted total

Too complicated - hard
to understand what the

**----****-********-best mailing option is
**-%-%-%-%****-%********-%

**206177****16********24Other
**6%7%6%5%****19%********7%

bdh

**--*-****-*********Don't Know
**-%-%*%-%****-%*********%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
404625810338348Unweighted total
435126316346362Weighted total

Increase use of emailing
****131**154158services
****50%**44%44%

b

Use of new/digital
****89**119127communication methods
****34%**34%35%

ac

****20**3435Postal costs
****8%**10%10%

Increase use of social
****15**2626media
****6%**7%7%

a

****5**1214Downsizing the company
****2%**3%4%

aa

Retirement / closing the
****5**1010business
****2%**3%3%

****2**99Because of the recession
****1%**3%2%

ab

****6**66Environmental costs
****2%**2%2%

Electronic technology is
****4**66more reliable / faster
****1%**2%2%

Less effective than
other communications

****5**66media
****2%**2%2%

Poor customer service
****2**22/unreliable service
****1%**1%1%

*******11Security concerns
*****%***%*%

a

*******11More BACS payments
*****%***%*%

Relocation of staff /
****-****company
****-%***%*%

Too complicated - hard
to understand what the

****-**--best mailing option is
****-%**-%-%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
404625810338348Unweighted total
435126316346362Weighted total

****16**2424Other
****6%**7%7%

*********Don't Know
*****%***%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
4417512916342---1-538304348Unweighted total
36167159*4358---*-432326362Weighted total

Increase use of emailing
**6973****156**************143158services
**42%46%****44%**************44%44%

Use of new/digital
**5960****126**************120127communication methods
**35%38%****35%**************37%35%

b

**1714****35**************3135Postal costs
**10%9%****10%**************9%10%

Increase use of social
**914****26**************2326media
**6%9%****7%**************7%7%

**78****14**************1414Downsizing the company
**4%5%****4%**************4%4%

Retirement / closing the
**63****10**************910business
**4%2%****3%**************3%3%

**22****9**************49Because of the recession
**1%1%****3%**************1%2%

abai

**24****6**************66Environmental costs
**1%3%****2%**************2%2%

Electronic technology is
**42****6**************66more reliable / faster
**2%1%****2%**************2%2%

Less effective than
other communications

**15****6**************66media
***%3%****2%**************2%2%

b

Poor customer service
**2-****2**************22/unreliable service
**1%-%****1%**************1%1%

**1-****1**************11Security concerns
**1%-%*****%***************%*%

**1*****1**************11More BACS payments
***%*%*****%***************%*%

Relocation of staff /
***-*********************company
***%-%*****%***************%*%

Too complicated - hard
to understand what the

**--****-**************--best mailing option is
**-%-%****-%**************-%-%

**145****24**************1824Other
**8%3%****7%**************6%7%

aai
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
4417512916342---1-538304348Unweighted total
36167159*4358---*-432326362Weighted total

**-**********************Don't Know
**-%*%*****%***************%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-11141223322885105252156236348Unweighted total
-1**11224522979104260146245362Weighted total

Increase use of emailing
************11198353412161117158services
************45%43%44%32%47%42%48%44%

dd

Use of new/digital
************86733236915985127communication methods
************35%32%41%35%35%40%35%35%

************2725111027202735Postal costs
************11%11%13%9%11%14%11%10%

Increase use of social
************202031320112026media
************8%9%4%12%8%7%8%7%

************1013-31061014Downsizing the company
************4%6%-%3%4%4%4%4%

e

Retirement / closing the
************594254410business
************2%4%5%2%2%3%2%3%

************39-73139Because of the recession
************1%4%-%7%1%1%1%2%

abce

************511-5336Environmental costs
************2%*%1%-%2%2%1%2%

Electronic technology is
************43234246more reliable / faster
************2%1%3%3%2%1%2%2%

Less effective than
other communications

************43114-46media
************2%1%1%1%1%-%2%2%

Poor customer service
************22-22222/unreliable service
************1%1%-%2%1%1%1%1%

************111*1111Security concerns
************1%1%2%*%1%1%1%*%

************11-11*11More BACS payments
*************%*%-%1%*%*%*%*%

Relocation of staff /
*************---*-**company
*************%-%-%-%*%-%*%*%

Too complicated - hard
to understand what the

************--------best mailing option is
************-%-%-%-%-%-%-%-%

************13142151371224Other
************5%6%3%14%5%5%5%7%

abcef
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-11141223322885105252156236348Unweighted total
-1**11224522979104260146245362Weighted total

**************--****Don't Know
*************%*%-%-%*%*%*%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-327173761-1---1103348Unweighted total
-216780921-1---*103362Weighted total

Increase use of emailing
****273943**************34158services
****40%48%47%**************33%44%

Use of new/digital
****202936**************35127communication methods
****30%36%39%**************34%35%

****8134**************1035Postal costs
****12%16%5%**************9%10%

a

Increase use of social
*****312**************1326media
****1%4%13%**************12%7%

bcbc

****7-3**************314Downsizing the company
****11%-%3%**************3%4%

b

Retirement / closing the
****3-2**************210business
****4%-%2%**************2%3%

****12-**************79Because of the recession
****2%2%-%**************7%2%

****-*5**************-6Environmental costs
****-%*%5%**************-%2%

Electronic technology is
****-12**************36more reliable / faster
****-%2%2%**************3%2%

Less effective than
other communications

****-22**************16media
****-%3%2%**************1%2%

Poor customer service
****--2**************22/unreliable service
****-%-%2%**************2%1%

****-1-**************-1Security concerns
****-%2%-%**************-%*%

****-1***************11More BACS payments
****-%1%*%**************1%*%

Relocation of staff /
*****--**************-*company
****1%-%-%**************-%*%

Too complicated - hard
to understand what the

****---**************--best mailing option is
****-%-%-%**************-%-%

****633**************1524Other
****10%3%3%**************14%7%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-327173761-1---1103348Unweighted total
-216780921-1---*103362Weighted total

****-*-**************-*Don't Know
****-%*%-%**************-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
102423731153-52111192153348Unweighted total
122473832445-6029221952362Weighted total

Increase use of emailing
**109**13618**15********21158services
**44%**42%41%**26%********40%44%

Use of new/digital
**91**12419**17********18127communication methods
**37%**38%42%**29%********35%35%

b

**26**313**6********535Postal costs
**10%**10%7%**11%********10%10%

Increase use of social
**20**249**4********1126media
**8%**8%19%**7%********22%7%

**10**12***3********314Downsizing the company
**4%**4%*%**4%********5%4%

Retirement / closing the
**5**10***1********-10business
**2%**3%1%**2%********-%3%

**3**7-**7********-9Because of the recession
**1%**2%-%**12%********-%2%

c

**5**6-**-********-6Environmental costs
**2%**2%-%**-%********-%2%

Electronic technology is
**4**63**-********36more reliable / faster
**2%**2%7%**-%********6%2%

a

Less effective than
other communications

**4**5-**1********-6media
**2%**2%-%**1%********-%2%

Poor customer service
**2**2-**2********22/unreliable service
**1%**1%-%**3%********4%1%

**1**1***-********-1Security concerns
***%***%*%**-%********-%*%

**1**1-**1********-1More BACS payments
***%***%-%**1%********-%*%

Relocation of staff /
******-**-********-*company
***%***%-%**-%********-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
102423731153-52111192153348Unweighted total
122473832445-6029221952362Weighted total

Too complicated - hard
to understand what the

**-**--**-********--best mailing option is
**-%**-%-%**-%********-%-%

**13**175**10********724Other
**5%**5%11%**16%********13%7%

a

******-**-********-*Don't Know
***%***%-%**-%********-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*ba*b*aSignificance Level: 95%
-292286831744372612348Unweighted total
-232387232722422612362Weighted total

Increase use of emailing
****11531**23********158services
****48%44%**32%********44%

Use of new/digital
****8222**28********127communication methods
****34%31%**39%********35%

****264**6********35Postal costs
****11%6%**9%********10%

Increase use of social
****203**11********26media
****8%4%**16%********7%

****105**3********14Downsizing the company
****4%6%**4%********4%

Retirement / closing the
****4-**1********10business
****2%-%**2%********3%

****31**2********9Because of the recession
****1%2%**3%********2%

a

****31**-********6Environmental costs
****1%1%**-%********2%

Electronic technology is
****33**3********6more reliable / faster
****1%4%**5%********2%

Less effective than
other communications

****42**-********6media
****2%3%**-%********2%

Poor customer service
****2-**2********2/unreliable service
****1%-%**3%********1%

****11**-********1Security concerns
****1%2%**-%*********%

****1-**-********1More BACS payments
*****%-%**-%*********%

Relocation of staff /
*****-**-*********company
*****%-%**-%*********%

Too complicated - hard
to understand what the

****--**-********-best mailing option is
****-%-%**-%********-%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*ba*b*aSignificance Level: 95%
-292286831744372612348Unweighted total
-232387232722422612362Weighted total

****124**10********24Other
****5%6%**13%********7%

*****-**-*********Don't Know
*****%-%**-%*********%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
-16118484151224-247770-2114354348Unweighted total
-15218682140230-197470-1213453362Weighted total

Increase use of emailing
**64882658105****2123****5522158services
**42%47%32%42%45%****29%33%****41%41%44%

c

Use of new/digital
**5869305984****2523****5521127communication methods
**38%37%36%42%37%****34%33%****41%39%35%

**221861926****94****17535Postal costs
**14%10%7%13%11%****12%6%****13%10%10%

Increase use of social
**1214111018****68****10226media
**8%7%14%7%8%****8%12%****8%4%7%

**573610****3-****6214Downsizing the company
**3%4%3%4%4%****4%-%****5%4%4%

Retirement / closing the
**34244****11****4-10business
**2%2%2%3%2%****2%2%****3%-%3%

**32513****55****1-9Because of the recession
**2%1%6%1%1%****7%7%****1%-%2%

ab

**14-33****--****3*6Environmental costs
***%2%-%2%1%****-%-%****2%*%2%

Electronic technology is
**32224****12****126more reliable / faster
**2%1%2%1%2%****2%3%****1%3%2%

Less effective than
other communications

**22--4****-1****--6media
**1%1%-%-%2%****-%1%****-%-%2%

Poor customer service
**-2222****2-****2-2/unreliable service
**-%1%2%1%1%****3%-%****2%-%1%

***1-11*****-****1-1Security concerns
***%1%-%1%1%*****%-%****1%-%*%

**11-*1****11*****-1More BACS payments
**1%1%-%*%*%****1%1%*****%-%*%

Relocation of staff /
***---*****--****--*company
***%-%-%-%*%****-%-%****-%-%*%

Too complicated - hard
to understand what the

**-----****--****---best mailing option is
**-%-%-%-%-%****-%-%****-%-%-%

**8912712****1013****7324Other
**6%5%15%5%5%****14%18%****5%5%7%

ab
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
-16118484151224-247770-2114354348Unweighted total
-15218682140230-197470-1213453362Weighted total

****-******--*****-*Don't Know
***%*%-%*%*%****-%-%*****%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 134  (continuation)                                                                                                                                                  Page 2289

QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
2841615617998444359348Unweighted total
2861414818498384256362Weighted total

Increase use of emailing
********6487********21158services
********43%47%********37%44%

Use of new/digital
********5870********21127communication methods
********39%38%********38%35%

********2219********635Postal costs
********15%10%********10%10%

Increase use of social
********1214********926media
********8%7%********16%7%

cc

********57********314Downsizing the company
********3%4%********5%4%

Retirement / closing the
********33*********10business
********2%2%********1%3%

********32********-9Because of the recession
********2%1%********-%2%

a

********14********-6Environmental costs
*********%2%********-%2%

Electronic technology is
********31********16more reliable / faster
********2%*%********1%2%

Less effective than
other communications

********22********-6media
********1%1%********-%2%

Poor customer service
********-2********22/unreliable service
********-%1%********4%1%

********-1********-1Security concerns
********-%1%********-%*%

*********1********-1More BACS payments
*********%1%********-%*%

Relocation of staff /
*********-********-*company
*********%-%********-%*%

Too complicated - hard
to understand what the

********--********--best mailing option is
********-%-%********-%-%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
2841615617998444359348Unweighted total
2861414818498384256362Weighted total

********69********824Other
********4%5%********14%7%

******************-*Don't Know
*********%*%********-%*%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
284438269181324190338274329277328348Unweighted total
2855212272*76332179347262329267329362Weighted total

Increase use of emailing
128****115**2915374156119151118151158services

45%****42%**38%46%41%45%46%46%44%46%44%

Use of new/digital
104****100**22112601188711195110127communication methods

37%****37%**28%34%34%34%33%34%36%33%35%

29****23**43419353234283435Postal costs
10%****8%**5%10%11%10%12%10%10%10%10%

Increase use of social
20****20**32614262423212326media

7%****7%**4%8%8%7%9%7%8%7%7%

9****10**41461481481414Downsizing the company
3%****4%**5%4%3%4%3%4%3%4%4%

b

Retirement / closing the
9****9**28210486810business
3%****3%**2%2%1%3%2%2%2%2%3%

6****7**495997579Because of the recession
2%****3%**5%3%3%3%3%2%2%2%2%

6****4**544665256Environmental costs
2%****2%**7%1%2%2%2%2%1%2%2%

b

Electronic technology is
4****3**234655556more reliable / faster
1%****1%**2%1%2%2%2%1%2%1%2%

Less effective than
other communications

6****6**252625556media
2%****2%**3%1%1%2%1%1%2%1%2%

Poor customer service
-****-**222222222/unreliable service
-%****-%**3%1%1%1%1%1%1%1%1%

b

1****1**-1*1*1111Security concerns
1%****1%**-%*%*%*%*%*%1%*%*%

1****1**-111*1111More BACS payments
*%*****%**-%*%*%*%*%*%*%*%*%

Relocation of staff /
********-********company
*%*****%**-%*%*%*%*%*%*%*%*%

Too complicated - hard
to understand what the

-****-**---------best mailing option is
-%****-%**-%-%-%-%-%-%-%-%-%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
284438269181324190338274329277328348Unweighted total
2855212272*76332179347262329267329362Weighted total

18****19**112213221922192224Other
6%****7%**14%6%7%6%7%7%7%7%7%

b

********-*-*-****Don't Know
*%*****%**-%*%-%*%-%*%*%*%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
702782941635348--5315358348Unweighted total
84277314939362--5917566362Weighted total

Increase use of emailing
23135142****158****18****22158services
27%49%45%****44%****31%****33%44%

b

Use of new/digital
3097114****127****19****19127communication methods
36%35%36%****35%****33%****28%35%

33230****35****8****535Postal costs
3%12%10%****10%****13%****7%10%

b

Increase use of social
81824****26****4****426media
9%6%8%****7%****6%****6%7%

11411****14****2****214Downsizing the company
13%1%3%****4%****4%****4%4%

a

Retirement / closing the
189****10****1****110business
2%3%3%****3%****2%****1%3%

456****9****5****59Because of the recession
5%2%2%****2%****9%****8%2%

c

-66****6****-****-6Environmental costs
-%2%2%****2%****-%****-%2%

Electronic technology is
335****6****1****16more reliable / faster
3%1%2%****2%****2%****2%2%

Less effective than
other communications

-66****6****-****16media
-%2%2%****2%****-%****1%2%

Poor customer service
-22****2****-****-2/unreliable service
-%1%1%****1%****-%****-%1%

*11****1****-****-1Security concerns
*%*%*%*****%****-%****-%*%

-1*****1****1****11More BACS payments
-%*%*%*****%****1%****1%*%

Relocation of staff /
*-**********-****-*company
1%-%*%*****%****-%****-%*%

Too complicated - hard
to understand what the

---****-****-****--best mailing option is
-%-%-%****-%****-%****-%-%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
702782941635348--5315358348Unweighted total
84277314939362--5917566362Weighted total

91414****24****4****1024Other
11%5%4%****7%****7%****16%7%

c

-***********-****-*Don't Know
-%*%*%*****%****-%****-%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

*lkj*i*hgf*ed*c*b*aSignificance Level: 95%
283131222532432934222625348Unweighted total
263531372319493928232822362Weighted total

Increase use of emailing
************************158services
************************44%

d

Use of new/digital
************************127communication methods
************************35%

************************35Postal costs
************************10%

fgjk

Increase use of social
************************26media
************************7%

dg

************************14Downsizing the company
************************4%

Retirement / closing the
************************10business
************************3%

************************9Because of the recession
************************2%

************************6Environmental costs
************************2%

Electronic technology is
************************6more reliable / faster
************************2%

Less effective than
other communications

************************6media
************************2%

Poor customer service
************************2/unreliable service
************************1%

************************1Security concerns
*************************%

************************1More BACS payments
*************************%

Relocation of staff /
*************************company
*************************%

Too complicated - hard
to understand what the

************************-best mailing option is
************************-%

************************24Other
************************7%

*************************Don't Know
*************************%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
907910673348Unweighted total
928011774362Weighted total

Increase use of emailing
34324745158services
37%41%40%61%44%

bcd

Use of new/digital
43294412127communication methods
46%36%38%16%35%

aaa

8317735Postal costs
8%3%14%10%10%

c

Increase use of social
10111426media
11%1%9%6%7%

cc

336314Downsizing the company
3%3%5%4%4%

Retirement / closing the
243-10business
2%5%3%-%3%

1-629Because of the recession
1%-%5%3%2%

c

1**56Environmental costs
1%*%*%6%2%

bc

Electronic technology is
33--6more reliable / faster
3%4%-%-%2%

b

Less effective than
other communications

11226media
1%1%2%3%2%

Poor customer service
--2-2/unreliable service
-%-%2%-%1%

1--*1Security concerns
1%-%-%*%*%

*1--1More BACS payments
*%1%-%-%*%

Relocation of staff /
*---*company
*%-%-%-%*%

Too complicated - hard
to understand what the

-----best mailing option is
-%-%-%-%-%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
907910673348Unweighted total
928011774362Weighted total

298524Other
2%11%7%7%7%

d

--*-*Don't Know
-%-%*%-%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

Yes, and we have tried
921569759117225234another provider

15%4%13%13%10%15%10%10%18%12%12%

dac

Yes, but we have not
627333831129699tried another provider

10%7%6%6%5%6%9%7%5%5%5%

4432101429612465103016171663No
74%89%82%81%84%76%76%77%76%83%83%

eebe

**-*12*1124Don't Know
1%*%-%*%*%3%5%7%1%*%*%

aaaba
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

Yes, and we have tried
912820514253443227331513234another provider

10%11%8%12%10%15%18%13%13%10%12%12%5%12%

aaakakmaaa

Yes, but we have not
344891491017541041699tried another provider
3%4%4%5%10%6%5%5%3%6%3%3%7%5%

ceklmm

8089881407118133148268146572321032021663No
87%85%88%83%80%80%77%82%84%84%84%85%87%83%

gghjg

*1*3*---1-**14Don't Know
*%*%*%*%*%-%-%-%*%-%*%*%1%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

Yes, and we have tried
142204918566839813**338234another provider

8%12%11%12%9%7%4%17%8%**19%10%12%

dfghdfgh

Yes, but we have not
69426732712475**13299tried another provider
3%5%6%5%4%1%4%8%3%**7%2%5%

dghgh

1551508382128167310653444141**128701663No
89%83%83%83%88%92%91%75%88%**73%88%83%

abebebebebebe

13131**1***1-4Don't Know
*%*%*%*%*%*%1%*%*%***%-%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

Yes, and we have tried
95349511223234another provider
22%12%8%10%12%12%

aba

Yes, but we have not
42203849599tried another provider
10%7%3%4%5%5%

aa

29322811129615671663No
68%81%89%86%83%83%

cbc

2*1*34Don't Know
*%*%*%*%*%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

Yes, and we have tried
8111241**16219************66153234another provider
28%12%5%**33%11%************27%9%12%

abaaiaaiai

Yes, but we have not
393724**1089************286199tried another provider
13%4%3%**23%5%************12%4%5%

ababiaiai

164752748**201643************14314991663No
57%83%92%**44%84%************60%87%83%

cbcbcjcjbcij

211**-4************214Don't Know
1%*%*%**-%*%************1%*%*%

bai
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

Yes, and we have tried
**********51201584416812998106234another provider
**********10%10%12%10%23%10%13%9%12%

acabcefac

Yes, but we have not
***********5671257057364899tried another provider
**********1%4%6%6%10%4%5%4%5%

abcef

**********4410801051356493115263110371663No
**********89%86%82%84%67%86%82%87%83%

ddbdfdbdf

***********21123314Don't Know
***********%*%*%*%*%*%*%*%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

Yes, and we have tried
**24273343**************161234another provider
**17%9%8%9%**************22%12%

abc

Yes, but we have not
**9151221**************6799tried another provider
**6%5%3%4%**************9%5%

b

**109260362418**************4891663No
**77%86%89%87%**************68%83%

ddd

***11***************24Don't Know
***%*%*%*%***************%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

Yes, and we have tried
71239014430**137**34422955234another provider

13%10%38%8%11%**31%**44%23%19%18%12%

acabc

Yes, but we have not
355386113**57**2115122299tried another provider
5%4%16%3%5%**13%**27%8%8%7%5%

acabc

4311101091554237**245**211251102301663No
82%86%46%88%84%**56%**27%69%73%75%83%

baddd

*213***2**2***4Don't Know
*%*%*%*%*%***%**2%*%*%*%*%

a
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

Yes, and we have tried
**25100459375**595336234another provider
**20%9%11%41%15%**31%33%46%12%

aba

Yes, but we have not
**343254129**2627999tried another provider
**2%4%6%18%6%**13%17%11%5%

bca

**9698934094396**10678341663No
**78%87%83%41%79%**55%50%43%83%

acb

***1**1****-4Don't Know
***%*%*%*%*%***%*%-%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

Yes, and we have tried
**789510691102**52107130**268750234another provider
**10%9%19%12%9%**34%22%25%**23%12%15%12%

abaabab

Yes, but we have not
**3335423646**254354**13322399tried another provider
**4%3%8%5%4%**16%9%10%**12%5%7%5%

ababb

**665879404601983**75330338**725752621663No
**85%87%73%82%87%**49%68%65%**64%83%78%83%

cbccccc

**22221**222**1224Don't Know
***%*%*%*%*%**1%*%*%**1%*%*%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

Yes, and we have tried
********70871426685267234another provider
********9%9%30%38%22%24%18%12%

aabc

Yes, but we have not
********33324825161999tried another provider
********4%3%9%12%8%7%5%5%

a

********65083627342071512811663No
********86%87%58%49%69%69%76%83%

ddbcde

********22111124Don't Know
*********%*%3%2%*%1%*%*%

a
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

Yes, and we have tried
13549**149**92216165229204214189212234another provider

8%20%**9%**21%12%15%12%13%11%12%11%12%

baabb

Yes, but we have not
5924**62**349576959392799099tried another provider

4%10%**4%**8%5%7%5%6%5%5%5%5%

bab

1402166**1370**3131555886161712591581124315661663No
88%69%**87%**71%83%79%83%81%84%82%84%83%

abaccdd

3***2**241434344Don't Know
*%*%***%***%*%*%*%*%*%*%*%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

Yes, and we have tried
109125--234391315910641**125234another provider

11%12%-%-%100%11%9%28%30%44%**32%12%

bcbcb

Yes, but we have not
5248-99-963274414**4699tried another provider

5%5%-%100%-%3%4%13%12%15%**12%5%

acbc

8178461663--314122012420736**2141663No
83%83%100%-%-%87%86%59%58%40%**56%83%

abaaa

31---*21****14Don't Know
*%*%-%-%-%*%*%1%*%*%***%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

Yes, and we have tried
14251333149292313252512234another provider
13%14%6%14%9%8%15%12%11%14%13%10%12%

jjjjjj

Yes, but we have not
47141513351411110399tried another provider
4%4%7%6%9%3%2%7%1%6%5%2%5%

dadfdadfgadfdd

90151180194122971571561031441591111663No
82%83%87%80%82%88%82%81%88%80%82%87%83%

cic

2----**-*--14Don't Know
2%-%-%-%-%*%*%-%*%-%-%1%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

Yes, and we have tried
52566462234another provider
10%11%13%12%12%

Yes, but we have not
2531192499tried another provider

5%6%4%5%5%

4214134164131663No
84%83%83%83%83%

2*114Don't Know
*%*%*%*%*%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
8941109369482385438625612271612Unweighted total
4432101429612465103016171663Weighted total

Our chosen provider is
reliable enough for our

3**3511321417**411480497needs
8%**35%26%35%37%**35%36%30%30%

beeebeaa

We don't mail large
13**301411538**16453462enough volumes
30%**30%33%25%18%**11%21%28%28%

acbce

We are near a Post
11**15741126**14286292Office
24%**15%17%18%13%**12%14%18%18%

ddddde

Our chosen provider is
safe enough for our

2**2142818**25194201needs
4%**21%10%13%17%**16%15%12%12%

abeabeeaa

Our chosen provider is
fast enough for our

2**1943768**25188196needs
4%**19%10%12%18%**19%16%12%12%

abebeeaaa

Convenience / easier /
3**322181***16062suits our needs
7%**3%5%3%3%**4%4%4%4%

Happy / satisfied with
the service from current

1**413212**125254provider
2%**4%3%3%5%**6%5%3%3%

Our customers prefer our
***611142**114446chosen provider
*%**6%3%2%5%**9%3%3%3%

eaeab

Support Royal Mail /
local Post Office / I'm

2**38141**114546against privatisation
5%**3%2%2%3%**5%3%3%3%

Don't know enough about
what other providers

***214151**-14243offer
1%**2%3%2%1%**-%2%3%3%

Unaware of other
3**25201***14041providers
7%**2%1%3%3%**4%2%2%2%

bb

No need to change - no
demand / requirement to

***-1115*****3131change
*%**-%2%3%1%**1%1%2%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
8941109369482385438625612271612Unweighted total
4432101429612465103016171663Weighted total

Others more expensive
than our current

-***6141***12627providers
-%***%1%2%2%**2%2%2%2%

Other operators do not
provide the service I

-**597***-*2424need
-%**5%2%1%1%**-%*%1%1%

aeb

Don't know enough about
other providers and

-**3871****2121their services
-%**3%2%1%2%**3%1%1%1%

Not considered / haven't
thought about it / no
time / it's not my

****361***11213decision
1%***%1%1%2%**4%2%1%1%

aa

Always been with them /
-**--6*****88always use them
-%**-%-%1%1%**1%1%*%*%

Other providers don't
pick up mail in this

***-24****-66area
*%**-%*%1%*%**1%-%*%*%

b

Other providers could
not deliver to all the

-**-*1****-22areas we need
-%**-%*%*%*%**1%-%*%*%

-**----**--11Close to a post box
-%**-%-%-%-%**-%-%*%*%

Mainly doing it
electronically / on the

-**-1****-*11internet
-%**-%*%*%1%**-%1%*%*%

aa

There aren't any others
in this area / no
competition - they have

***-12***-*34the monopoly
*%**-%*%*%*%**-%*%*%*%

Effort involved in
switching outweighs the

2**110212***14446benefit
4%**1%2%3%5%**4%5%3%3%

abc

4**3361***12425No reason
9%**3%1%1%2%**1%3%2%2%

abcd
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
8941109369482385438625612271612Unweighted total
4432101429612465103016171663Weighted total

***16151**1*2728Other
*%**1%1%2%2%**5%1%2%2%

ab

1**217234**127680Don't know
2%**2%4%4%9%**9%8%5%5%

aaa
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
2031992031007809912018010844170631431612Unweighted total

8089881407118133148268146572321032021663Weighted total

Our chosen provider is
reliable enough for our

2626204263134458558**772557497needs
32%29%22%30%26%26%31%32%40%**33%25%28%30%

kkkabdhjklk

We don't mail large
1823194014143468627**632659462enough volumes
23%26%22%29%35%32%31%32%19%**27%25%29%28%

ekdekmekeekm

We are near a Post
1515192432314224921**422037292Office
19%17%21%17%20%11%15%18%15%**18%19%18%18%

hh

Our chosen provider is
safe enough for our

1198173811184621**251524201needs
14%10%9%12%7%8%12%17%14%**11%14%12%12%

hikl

Our chosen provider is
fast enough for our

10128166813163921**281323196needs
13%13%10%12%7%9%11%15%14%**12%12%11%12%

Convenience / easier /
11357262910**106962suits our needs
1%1%3%4%2%4%1%4%7%**4%6%4%4%

glmlm

Happy / satisfied with
the service from current

2464228217**66554provider
3%4%6%3%2%6%1%1%5%**2%6%3%3%

ffgjfffgf

Our customers prefer our
32141316156**4-346chosen provider
3%2%1%3%2%1%4%6%4%**2%-%2%3%

cjk

Support Royal Mail /
local Post Office / I'm

23139-2784**251246against privatisation
2%4%1%3%-%2%4%3%2%**1%5%6%3%

ccicik

Don't know enough about
what other providers

3113862373**8-543offer
3%1%2%3%5%2%2%3%2%**3%-%2%3%

lbl

Unaware of other
4452827555**1-141providers
5%4%6%2%2%5%3%2%3%**1%-%1%2%

acjcabcfjacj
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
2031992031007809912018010844170631431612Unweighted total

8089881407118133148268146572321032021663Weighted total

No need to change - no
demand / requirement to

**12922733**12831change
1%*%1%2%2%2%5%1%2%**1%2%4%2%

cfklmclm

Others more expensive
than our current

112245-2-2**92327providers
1%1%2%2%4%-%2%-%1%**4%2%1%2%

fhffhmf

Other operators do not
provide the service I

*21204-711**23124need
1%2%2%1%3%-%5%*%1%**1%3%1%1%

acfhjm

Don't know enough about
other providers and

*211854*3-**-2*21their services
*%2%1%1%4%3%*%1%-%**-%2%*%1%

acegmacmacegjmc

Not considered / haven't
thought about it / no
time / it's not my

1*211-**3-**52*13decision
1%*%2%1%-%*%*%1%-%**2%2%*%1%

ll

Always been with them /
*-*8--22-**3--8always use them
1%-%*%1%-%-%1%1%-%**1%-%-%*%

Other providers don't
pick up mail in this

1*13---3-***-*6area
1%*%1%*%-%-%-%1%-%***%-%*%*%

jj

Other providers could
not deliver to all the

**1------**---2areas we need
*%*%1%-%-%-%-%-%-%**-%-%-%*%

jj

---1-----**--11Close to a post box
-%-%-%*%-%-%-%-%-%**-%-%1%*%

Mainly doing it
electronically / on the

*-1**----**---1internet
*%-%1%*%*%-%-%-%-%**-%-%-%*%

j

There aren't any others
in this area / no
competition - they have

112------**---4the monopoly
1%1%2%-%-%-%-%-%-%**-%-%-%*%

jjfj
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
2031992031007809912018010844170631431612Unweighted total

8089881407118133148268146572321032021663Weighted total

Effort involved in
switching outweighs the

1234154357**9-746benefit
1%2%3%3%4%3%2%2%5%**4%-%3%3%

311212-*83**22225No reason
4%1%1%1%2%-%*%3%2%**1%2%1%2%

ghjl

22321*312-**101328Other
2%3%3%1%*%3%1%1%-%**4%1%1%2%

efj

455667128104**93980Don't know
5%6%5%5%6%9%5%4%2%**4%3%4%5%

efj
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
17814344311181681926136214138146791612Unweighted total
155150838212816731065344414137128701663Weighted total

Our chosen provider is
reliable enough for our

35462107390186471212349**4217497needs
22%31%28%30%28%44%23%28%35%**33%24%30%

baefhaefh

We don't mail large
35427111350184202411050**4416462enough volumes
22%28%29%27%27%19%45%25%36%**34%23%28%

aeghegheg

We are near a Post
31261612311321686832**1711292Office
20%17%16%18%20%15%16%15%22%**14%16%18%

Our chosen provider is
safe enough for our

1418748153832174627**87201needs
9%12%13%12%12%19%12%10%19%**6%10%12%

bcbcebceh

Our chosen provider is
fast enough for our

918748148811874328**108196needs
6%12%13%12%12%17%13%10%20%**8%11%12%

bbebeh

Convenience / easier /
3581349213*253**5462suits our needs
2%4%3%4%3%2%*%6%2%**4%6%4%

Happy / satisfied with
the service from current

1044134119-1242**3354provider
6%3%3%3%3%-%1%5%1%**2%4%3%

adghg

Our customers prefer our
442113518-3154**4346chosen provider
3%3%3%3%3%-%6%3%3%**3%4%3%

gg

Support Royal Mail /
local Post Office / I'm

1234123427-1134**--46against privatisation
8%2%3%3%4%-%1%3%3%**-%-%3%

abbb

Don't know enough about
what other providers

1411231185-63**5543offer
1%3%3%2%3%5%-%1%2%**4%8%3%

eefh

Unaware of other
2391229193184***441providers
1%3%3%2%3%3%1%2%3%***%6%2%

bbbbe
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
17814344311181681926136214138146791612Unweighted total
155150838212816731065344414137128701663Weighted total

No need to change - no
demand / requirement to

13092292-14***1431change
1%2%2%2%1%2%-%3%*%**1%6%2%

dbdh

Others more expensive
than our current

325622141*72**3-27providers
2%2%1%2%2%1%*%2%1%**2%-%2%

Other operators do not
provide the service I

1247189-*9***4224need
*%2%2%1%1%-%1%2%*%**3%3%1%

Don't know enough about
other providers and

31910119**6-***621their services
2%1%3%1%1%*%*%1%-%***%9%1%

abdefgh

Not considered / haven't
thought about it / no
time / it's not my

*1311281**1**1113decision
*%1%*%1%1%1%1%*%*%**1%1%1%

eee

Always been with them /
26-8422*-**--8always use them
1%*%-%1%1%2%3%*%-%**-%-%*%

ebdeh

Other providers don't
pick up mail in this

-633**-21**216area
-%*%1%*%*%*%-%*%*%**1%2%*%

hh

Other providers could
not deliver to all the

-21*-1-1-**-12areas we need
-%*%*%*%-%*%-%*%-%**-%1%*%

h

-11----1-**--1Close to a post box
-%*%*%-%-%-%-%*%-%**-%-%*%

a

Mainly doing it
electronically / on the

*1*11----**--1internet
*%*%*%*%*%-%-%-%-%**-%-%*%

There aren't any others
in this area / no
competition - they have

-43121---**-14the monopoly
-%*%1%*%*%1%-%-%-%**-%1%*%

a
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
17814344311181681926136214138146791612Unweighted total
155150838212816731065344414137128701663Weighted total

Effort involved in
switching outweighs the

4421531171*174**5-46benefit
2%3%4%2%3%1%*%4%3%**4%-%3%

a

3236191113101***125No reason
2%2%2%1%2%1%5%2%*%***%1%2%

bd

3254248238-**5328Other
2%2%1%2%1%2%6%2%-%**4%4%2%

dehdhd

77222584051184**8480Don't know
5%5%6%5%6%5%1%4%2%**6%5%5%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
32022610437715351612Unweighted total
29322811129615671663Weighted total

Our chosen provider is
reliable enough for our

1106731227471497needs
38%29%28%27%30%30%

ab

We don't mail large
245637321440462enough volumes

8%24%34%22%28%28%

cbc

We are near a Post
464120420272292Office
16%18%18%21%17%18%

Our chosen provider is
safe enough for our

423012914187201needs
14%13%12%14%12%12%

Our chosen provider is
fast enough for our

35291328188196needs
12%13%12%8%12%12%

Convenience / easier /
874725962suits our needs
3%3%4%3%4%4%

Happy / satisfied with
the service from current

13103145054provider
4%4%3%4%3%3%

Our customers prefer our
7103034346chosen provider
2%4%3%3%3%3%

Support Royal Mail /
local Post Office / I'm

12925*4646against privatisation
4%4%2%*%3%3%

Don't know enough about
what other providers

942863743offer
3%2%3%6%2%3%

a

Unaware of other
882423941providers
3%3%2%2%2%2%

No need to change - no
demand / requirement to

422452631change
1%1%2%5%2%2%

a
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
32022610437715351612Unweighted total
29322811129615671663Weighted total

Others more expensive
than our current

1566-2727providers
5%3%1%-%2%2%

aa

Other operators do not
provide the service I

1077-2424need
3%3%1%-%2%1%

aa

Don't know enough about
other providers and

741112121their services
2%2%1%1%1%1%

a

Not considered / haven't
thought about it / no
time / it's not my

337-1313decision
1%1%1%-%1%1%

Always been with them /
232-88always use them
1%1%*%-%1%*%

a

Other providers don't
pick up mail in this

312*66area
1%*%*%*%*%*%

a

Other providers could
not deliver to all the

-2*-22areas we need
-%1%*%-%*%*%

a

--1-11Close to a post box
-%-%*%-%*%*%

Mainly doing it
electronically / on the

--1-11internet
-%-%*%-%*%*%

There aren't any others
in this area / no
competition - they have

-*3-44the monopoly
-%*%*%-%*%*%

Effort involved in
switching outweighs the

833524446benefit
3%1%3%2%3%3%

421522325No reason
1%1%1%2%1%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
32022610437715351612Unweighted total
29322811129615671663Weighted total

5111112628Other
2%5%1%1%2%2%

a

21114487280Don't know
7%5%4%8%5%5%

a
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
2197786153271585--1112419213931612Unweighted total
1647527483201643--2**1814314991663Weighted total

Our chosen provider is
reliable enough for our

58242197****490************51439497needs
35%32%26%****30%************35%29%30%

aa

We don't mail large
9176277****462************9453462enough volumes
5%23%37%****28%************6%30%28%

cbcbb

We are near a Post
26130136****292************26266292Office
16%17%18%****18%************18%18%18%

Our chosen provider is
safe enough for our

2810965****197************23174201needs
17%15%9%****12%************16%12%12%

aa

Our chosen provider is
fast enough for our

2410566****193************22172196needs
15%14%9%****12%************15%11%12%

aa

Convenience / easier /
133316****58************104862suits our needs

8%4%2%****4%************7%3%4%

abaai

Happy / satisfied with
the service from current

43514****53************35054provider
2%5%2%****3%************2%3%3%

a

Our customers prefer our
72316****45************63946chosen provider
4%3%2%****3%************4%3%3%

Support Royal Mail /
local Post Office / I'm

32914****46************24346against privatisation
2%4%2%****3%************2%3%3%

a

Don't know enough about
what other providers

102012****43************103343offer
6%3%2%****3%************7%2%3%

abai

Unaware of other
31721****41************33841providers
2%2%3%****2%************2%3%2%

No need to change - no
demand / requirement to

11714****31************13131change
*%2%2%****2%*************%2%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
2197786153271585--1112419213931612Unweighted total
1647527483201643--2**1814314991663Weighted total

Others more expensive
than our current

8136****27************81927providers
5%2%1%****2%************6%1%2%

abai

Other operators do not
provide the service I

3174****24************32124need
2%2%1%****1%************2%1%1%

a

Don't know enough about
other providers and

579****19************31621their services
3%1%1%****1%************2%1%1%

b

Not considered / haven't
thought about it / no
time / it's not my

*84****13*************1313decision
*%1%1%****1%*************%1%1%

Always been with them /
224****8************268always use them
1%*%1%*****%************1%*%*%

Other providers don't
pick up mail in this

231****4************-46area
1%*%*%*****%************-%*%*%

a

Other providers could
not deliver to all the

*11****2*************22areas we need
*%*%*%*****%*************%*%*%

--1****1************-11Close to a post box
-%-%*%*****%************-%*%*%

Mainly doing it
electronically / on the

-*1****1************-11internet
-%*%*%*****%************-%*%*%

There aren't any others
in this area / no
competition - they have

*13****4*************34the monopoly
*%*%*%*****%*************%*%*%

Effort involved in
switching outweighs the

111520****46************113546benefit
7%2%3%****3%************8%2%3%

abai

2159****25************22325No reason
1%2%1%****2%************1%2%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
2197786153271585--1112419213931612Unweighted total
1647527483201643--2**1814314991663Weighted total

7912****25************42128Other
4%1%2%****2%************3%1%2%

ab

73538****79************77380Don't know
4%5%5%****5%************5%5%5%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
13315296310571058405497117168810631612Unweighted total
2245154410801051356493115263110371663Weighted total

Our chosen provider is
reliable enough for our

**********17319358132169348201312497needs
**********38%30%34%37%34%30%32%30%30%

ac

We don't mail large
**********22762607669283131257462enough volumes
**********4%26%25%21%14%25%21%25%28%

bddddd

We are near a Post
**********81941934991207100190292Office
**********18%18%18%14%18%18%16%18%18%

eee

Our chosen provider is
safe enough for our

**********14128163457714683134201needs
**********31%12%16%13%16%13%13%13%12%

a

Our chosen provider is
fast enough for our

**********14120160416513880127196needs
**********31%11%15%12%13%12%13%12%12%

aac

Convenience / easier /
**********24837142552334462suits our needs
**********5%4%4%4%5%4%5%4%4%

Happy / satisfied with
the service from current

**********54232121548284254provider
**********10%4%3%3%3%4%5%4%3%

a

Our customers prefer our
**********22437101627162646chosen provider
**********5%2%4%3%3%2%2%3%3%

Support Royal Mail /
local Post Office / I'm

***********383171339233246against privatisation
***********%4%3%2%3%3%4%3%3%

Don't know enough about
what other providers

**********43028191534233443offer
**********8%3%3%5%3%3%4%3%3%

acf

Unaware of other
**********132259933183341providers
**********2%3%2%3%2%3%3%3%2%

No need to change - no
demand / requirement to

**********-2415272482231change
**********-%2%1%*%1%2%1%2%2%

ee
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
13315296310571058405497117168810631612Unweighted total
2245154410801051356493115263110371663Weighted total

Others more expensive
than our current

**********1241891025192027providers
**********1%2%2%3%2%2%3%2%2%

Other operators do not
provide the service I

***********1515101115151424need
**********1%1%1%3%2%1%2%1%1%

c

Don't know enough about
other providers and

**********28214795921their services
**********4%1%2%1%1%1%1%1%1%

aabc

Not considered / haven't
thought about it / no
time / it's not my

**********-981297813decision
**********-%1%1%*%*%1%1%1%1%

Always been with them /
***********68336668always use them
**********1%1%1%1%1%1%1%1%*%

Other providers don't
pick up mail in this

**********226144326area
**********6%*%1%*%1%*%1%*%*%

a

Other providers could
not deliver to all the

***********12111112areas we need
***********%*%*%*%*%*%*%*%*%

**********--1-----1Close to a post box
**********-%-%*%-%-%-%-%-%*%

Mainly doing it
electronically / on the

**********-*---*-*1internet
**********-%*%-%-%-%*%-%*%*%

There aren't any others
in this area / no
competition - they have

***********33123234the monopoly
***********%*%*%*%*%*%*%*%*%

Effort involved in
switching outweighs the

**********-3229111735213246benefit
**********-%3%3%3%3%3%3%3%3%

***********15116615111025No reason
***********%1%1%2%1%1%2%1%2%

***********171861417121428Other
***********%2%2%2%3%2%2%1%2%

a
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
13315296310571058405497117168810631612Unweighted total
2245154410801051356493115263110371663Weighted total

**********15450223356245380Don't know
**********3%5%5%6%7%5%4%5%5%

b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51782733423731--1-284861612Unweighted total
3109260362418*--*-*44891663Weighted total

Our chosen provider is
reliable enough for our

**3670125116**************168497needs
**33%27%35%28%**************34%30%

ac

We don't mail large
**85890128**************69462enough volumes
**7%22%25%31%**************14%28%

ddcd

We are near a Post
**194439102**************91292Office
**18%17%11%25%**************19%18%

bbbc

Our chosen provider is
safe enough for our

**16275746**************75201needs
**15%10%16%11%**************15%12%

Our chosen provider is
fast enough for our

**14265246**************65196needs
**13%10%14%11%**************13%12%

Convenience / easier /
**7122013**************2562suits our needs
**7%4%5%3%**************5%4%

Happy / satisfied with
the service from current

**3121716**************1454provider
**3%5%5%4%**************3%3%

Our customers prefer our
**4777**************1646chosen provider
**4%3%2%2%**************3%3%

Support Royal Mail /
local Post Office / I'm

**115158**************1346against privatisation
**1%6%4%2%**************3%3%

add

Don't know enough about
what other providers

**91088**************1543offer
**8%4%2%2%**************3%3%

ab

Unaware of other
**481011**************941providers
**3%3%3%3%**************2%2%

No need to change - no
demand / requirement to

**1*157**************731change
**1%*%4%2%**************1%2%

ac
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51782733423731--1-284861612Unweighted total
3109260362418*--*-*44891663Weighted total

Others more expensive
than our current

**6577**************1027providers
**5%2%2%2%**************2%2%

ac

Other operators do not
provide the service I

**2742**************1124need
**2%3%1%1%**************2%1%

a

Don't know enough about
other providers and

**1621**************721their services
**1%2%*%*%**************2%1%

ab

Not considered / haven't
thought about it / no
time / it's not my

**17*1**************213decision
**1%3%*%*%***************%1%

ab

Always been with them /
**24*-**************38always use them
**2%2%*%-%**************1%*%

abab

Other providers don't
pick up mail in this

**2*1***************26area
**2%*%*%*%***************%*%

ac

Other providers could
not deliver to all the

***11-**************12areas we need
***%*%*%-%***************%*%

**----**************-1Close to a post box
**-%-%-%-%**************-%*%

Mainly doing it
electronically / on the

**--****************-1internet
**-%-%*%*%**************-%*%

There aren't any others
in this area / no
competition - they have

**-1-2**************24the monopoly
**-%*%-%1%***************%*%

Effort involved in
switching outweighs the

**38815**************1746benefit
**3%3%2%4%**************4%3%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51782733423731--1-284861612Unweighted total
3109260362418*--*-*44891663Weighted total

**3364**************625No reason
**2%1%2%1%**************1%2%

**1467**************1428Other
**1%2%2%2%**************3%2%

**8122116**************3280Don't know
**7%5%6%4%**************7%5%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
4311281161496258162236351171112281612Unweighted total
4311101091554237112456211251102301663Weighted total

Our chosen provider is
reliable enough for our

**3373945877**90****444867497needs
**30%35%29%33%**37%****35%44%29%30%

a

We don't mail large
**280745530**36****81148462enough volumes
**25%6%29%13%**15%****7%10%21%28%

bbbcd

We are near a Post
**1951527756**35****251155292Office
**18%13%18%24%**14%****20%10%24%18%

abdbd

Our chosen provider is
safe enough for our

**1441818329**48****192330201needs
**13%16%12%12%**20%****15%21%13%12%

c

Our chosen provider is
fast enough for our

**1361418227**38****151928196needs
**12%13%12%11%**16%****12%18%12%12%

Convenience / easier /
**521608**17****431562suits our needs
**5%1%4%3%**7%****4%3%7%4%

b

Happy / satisfied with
the service from current

**446485**10****44654provider
**4%5%3%2%**4%****3%4%2%3%

Our customers prefer our
**273437**9****44546chosen provider
**2%3%3%3%**3%****3%4%2%3%

Support Royal Mail /
local Post Office / I'm

**372445**6****55346against privatisation
**3%2%3%2%**3%****4%4%1%3%

Don't know enough about
what other providers

**3243912**4****83543offer
**3%4%2%5%**2%****6%2%2%3%

a
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
4311281161496258162236351171112281612Unweighted total
4311101091554237112456211251102301663Weighted total

Unaware of other
**33-417**2*****3641providers
**3%-%3%3%**1%*****%2%3%2%

No need to change - no
demand / requirement to

**213294**1*****4231change
**2%2%2%2%**1%*****%4%1%2%

c

Others more expensive
than our current

**228192**8****6-327providers
**2%7%1%1%**3%****5%-%1%2%

acab

Other operators do not
provide the service I

**155204**6****35324need
**1%4%1%2%**3%****2%5%1%1%

aa

Don't know enough about
other providers and

**93182**5****21221their services
**1%3%1%1%**2%****2%1%1%1%

abc

Not considered / haven't
thought about it / no
time / it's not my

**9*131********1113decision
**1%*%1%*%***%*****%*%*%1%

Always been with them /
**6*83**-****2**8always use them
**1%*%*%1%**-%****2%*%*%*%

Other providers don't
pick up mail in this

**4-61**4****1116area
***%-%*%*%**2%****1%1%*%*%

abc

Other providers could
not deliver to all the

**1-2********--12areas we need
***%-%*%*%***%****-%-%*%*%

**--1-**-****---1Close to a post box
**-%-%*%-%**-%****-%-%-%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
4311281161496258162236351171112281612Unweighted total
4311101091554237112456211251102301663Weighted total

Mainly doing it
electronically / on the

***1*-**-****---1internet
***%1%*%-%**-%****-%-%-%*%

a

There aren't any others
in this area / no
competition - they have

**3-41**2****--24the monopoly
***%-%*%*%**1%****-%-%1%*%

Effort involved in
switching outweighs the

**354429**8****63646benefit
**3%4%3%4%**3%****5%3%3%3%

a

**15*254**2****33125No reason
**1%*%2%2%**1%****2%2%*%2%

**1411176**8****43428Other
**1%10%1%2%**3%****4%3%2%2%

aa

**5437621**12****1113880Don't know
**5%3%5%9%**5%****9%12%3%5%

aa
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
112710123451013951311784371612Unweighted total
*96989340943961410678341663Weighted total

Our chosen provider is
reliable enough for our

**2830510141128**4431**497needs
**29%31%30%44%32%**42%40%**30%

a

We don't mail large
**2625067267**116**462enough volumes
**27%25%20%2%17%**10%8%**28%

abb

We are near a Post
**817557883**178**292Office
**8%18%17%8%21%**16%11%**18%

ccbb

Our chosen provider is
safe enough for our

**3126352057**1116**201needs
**3%13%10%21%14%**11%21%**12%

cca

Our chosen provider is
fast enough for our

**3127301748**1113**196needs
**3%13%9%18%12%**11%17%**12%

acc

Convenience / easier /
**74418818**88**62suits our needs
**7%4%5%8%4%**7%10%**4%

Happy / satisfied with
the service from current

**33923212**52**54provider
**4%4%7%2%3%**5%3%**3%

b

Our customers prefer our
**1255313**-1**46chosen provider
**1%3%1%4%3%**-%2%**3%

Support Royal Mail /
local Post Office / I'm

**33119-13**2-**46against privatisation
**3%3%6%-%3%**2%-%**3%

bb

Don't know enough about
what other providers

**12814214**22**43offer
**1%3%4%2%3%**2%2%**3%

Unaware of other
**1311026**22**41providers
**1%3%3%2%2%**2%3%**2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
112710123451013951311784371612Unweighted total
*96989340943961410678341663Weighted total

No need to change - no
demand / requirement to

**2184-7**--**31change
**2%2%1%-%2%**-%-%**2%

Others more expensive
than our current

**219964**63**27providers
**2%2%3%6%1%**6%4%**2%

a

Other operators do not
provide the service I

**314847**44**24need
**3%1%2%4%2%**4%5%**1%

Don't know enough about
other providers and

**39314******21their services
**4%1%1%1%1%***%*%**1%

ab

Not considered / haven't
thought about it / no
time / it's not my

**283*2**2***13decision
**2%1%1%*%*%**2%*%**1%

Always been with them /
**266*2***1**8always use them
**2%1%2%*%1%***%1%***%

Other providers don't
pick up mail in this

***21-4***-**6area
***%*%*%-%1%***%-%***%

Other providers could
not deliver to all the

**-1--1***-**2areas we need
**-%*%-%-%*%***%-%***%

**-----**--**1Close to a post box
**-%-%-%-%-%**-%-%***%

Mainly doing it
electronically / on the

**-*---**--**1internet
**-%*%-%-%-%**-%-%***%

There aren't any others
in this area / no
competition - they have

**-31-2**--**4the monopoly
**-%*%*%-%1%**-%-%***%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
112710123451013951311784371612Unweighted total
*96989340943961410678341663Weighted total

Effort involved in
switching outweighs the

**33011413**22**46benefit
**3%3%3%4%3%**2%2%**3%

**310434**32**25No reason
**3%1%1%3%1%**3%3%**2%

**414877**65**28Other
**4%1%2%7%2%**5%7%**2%

ba

**75213527**64**80Don't know
**7%5%4%6%7%**5%5%**5%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13730890413659101619133933611036272671612Unweighted total
16665879404601983*75330338*725752621663Weighted total

Our chosen provider is
reliable enough for our

**217287139196306**19110116**2618681497needs
**33%33%34%33%31%**25%33%34%**36%32%31%30%

We don't mail large
**15721463126248**105537**1412048462enough volumes
**24%24%16%21%25%**13%17%11%**20%21%18%28%

cbca

We are near a Post
**1191518091174**125761**58839292Office
**18%17%20%15%18%**15%17%18%**7%15%15%18%

bcc

Our chosen provider is
safe enough for our

**721286381133**34150**57831201needs
**11%15%15%13%14%**4%12%15%**6%14%12%12%

bccc

Our chosen provider is
fast enough for our

**681225278127**33441**57426196needs
**10%14%13%13%13%**4%10%12%**6%13%10%12%

bc

Convenience / easier /
**3535183243**71821**4311962suits our needs
**5%4%4%5%4%**9%5%6%**6%5%7%4%

Happy / satisfied with
the service from current

**1937122536**31410**5261954provider
**3%4%3%4%4%**4%4%3%**6%5%7%3%

Our customers prefer our
**1720131626**1117**116346chosen provider
**3%2%3%3%3%**1%3%2%**1%3%1%3%

Support Royal Mail /
local Post Office / I'm

**2625122328**3812**4201546against privatisation
**4%3%3%4%3%**3%2%4%**5%3%6%3%

Don't know enough about
what other providers

**1827122332**-814**318943offer
**3%3%3%4%3%**-%3%4%**5%3%4%3%

c

Unaware of other
**133081833**266***16641providers
**2%3%2%3%3%**2%2%2%**1%3%2%2%

No need to change - no
demand / requirement to

**10147717**144**27531change
**2%2%2%1%2%**2%1%1%**2%1%2%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13730890413659101619133933611036272671612Unweighted total
16665879404601983*75330338*725752621663Weighted total

Others more expensive
than our current

**152041819**578**118927providers
**2%2%1%3%2%**7%2%2%**2%3%3%2%

cb

Other operators do not
provide the service I

**81171514**3511**212924need
**1%1%2%2%1%**4%1%3%**3%2%3%1%

Don't know enough about
other providers and

**79449**476**24321their services
**1%1%1%1%1%**6%2%2%**3%1%1%1%

ab

Not considered / haven't
thought about it / no
time / it's not my

**68278***12***7213decision
**1%1%*%1%1%***%*%*%***%1%1%1%

Always been with them /
**16366***23***558always use them
***%1%1%1%1%**1%1%1%**1%1%2%*%

Other providers don't
pick up mail in this

**44432***31***3*6area
**1%*%1%1%*%***%1%*%**1%1%*%*%

a

Other providers could
not deliver to all the

**11111**-1***-1-2areas we need
***%*%*%*%*%**-%*%*%**-%*%-%*%

**-----**---**---1Close to a post box
**-%-%-%-%-%**-%-%-%**-%-%-%*%

Mainly doing it
electronically / on the

****--***---**---1internet
***%*%-%-%*%**-%-%-%**-%-%-%*%

There aren't any others
in this area / no
competition - they have

**13223**12-**12-4the monopoly
***%*%1%*%*%**1%1%-%**1%*%-%*%

Effort involved in
switching outweighs the

**2124132132**6917**418946benefit
**3%3%3%3%3%**7%3%5%**6%3%3%3%

b

**81241110**166**29425No reason
**1%1%1%2%1%**1%2%2%**3%2%1%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13730890413659101619133933611036272671612Unweighted total
16665879404601983*75330338*725752621663Weighted total

**1012101111**6713**410728Other
**2%1%2%2%1%**8%2%4%**6%2%3%2%

bb

**3640272350**72514**323680Don't know
**5%5%7%4%5%**9%7%4%**4%4%2%5%

b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
510153571383939402181812891612Unweighted total
79124165083627342071512811663Weighted total

Our chosen provider is
reliable enough for our

********203282****7053107497needs
********31%34%****34%35%38%30%

d

We don't mail large
********159203****292242462enough volumes
********24%24%****14%15%15%28%

We are near a Post
********120147****411750292Office
********18%18%****20%11%18%18%

b

Our chosen provider is
safe enough for our

********72121****282445201needs
********11%14%****14%16%16%12%

b

Our chosen provider is
fast enough for our

********67120****261836196needs
********10%14%****12%12%13%12%

b

Convenience / easier /
********3537****11121362suits our needs
********5%4%****5%8%4%4%

Happy / satisfied with
the service from current

********2035****68754provider
********3%4%****3%5%2%3%

ac

Our customers prefer our
********1718****54946chosen provider
********3%2%****2%3%3%3%

Support Royal Mail /
local Post Office / I'm

********2624****99946against privatisation
********4%3%****4%6%3%3%

Don't know enough about
what other providers

********1823****82843offer
********3%3%****4%1%3%3%

Unaware of other
********1428****52741providers
********2%3%****2%1%2%2%

No need to change - no
demand / requirement to

********1011****43331change
********2%1%****2%2%1%2%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 136  (continuation)                                                                                                                                                  Page 2344

QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
510153571383939402181812891612Unweighted total
79124165083627342071512811663Weighted total

Others more expensive
than our current

********1218****33327providers
********2%2%****2%2%1%2%

ac

Other operators do not
provide the service I

********810****72224need
********1%1%****4%1%1%1%

abaa

Don't know enough about
other providers and

********78****33421their services
********1%1%****2%2%1%1%

abca

Not considered / haven't
thought about it / no
time / it's not my

********68****11213decision
********1%1%*****%*%1%1%

Always been with them /
********16****3138always use them
*********%1%****1%*%1%*%

Other providers don't
pick up mail in this

********44****1336area
********1%*%****1%2%1%*%

Other providers could
not deliver to all the

********11*******2areas we need
*********%*%*****%*%*%*%

********--****---1Close to a post box
********-%-%****-%-%-%*%

Mainly doing it
electronically / on the

**************---1internet
*********%*%****-%-%-%*%

There aren't any others
in this area / no
competition - they have

********13****--24the monopoly
*********%*%****-%-%1%*%

Effort involved in
switching outweighs the

********2122****821246benefit
********3%3%****4%2%4%3%

bb
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
510153571383939402181812891612Unweighted total
79124165083627342071512811663Weighted total

********1112****33325No reason
********2%1%****1%2%1%2%

********89****53328Other
********1%1%****3%2%1%2%

a

********3442****9102280Don't know
********5%5%****4%7%8%5%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
137515428135733511517889157312751546126515301612Unweighted total
140216636137023131555886161712591581124315661663Weighted total

Our chosen provider is
reliable enough for our

41664**441**109470277487372477393473497needs
30%39%**32%**35%30%31%30%30%30%32%30%30%

b

We don't mail large
40642**382**60441218444326439331431462enough volumes

29%25%**28%**19%28%25%27%26%28%27%28%28%

acc

We are near a Post
25121**239**51270165286237276213271292Office

18%13%**17%**16%17%19%18%19%17%17%17%18%

Our chosen provider is
safe enough for our

17816**176**2519496199148197171195201needs
13%9%**13%**8%13%11%12%12%12%14%12%12%

c

Our chosen provider is
fast enough for our

17216**173**2219193196143193167192196needs
12%10%**13%**7%12%10%12%11%12%13%12%12%

c

Convenience / easier /
4613**50**125836605259515962suits our needs

3%8%**4%**4%4%4%4%4%4%4%4%4%

b

Happy / satisfied with
the service from current

414**42**115039504552415254provider
3%2%**3%**3%3%4%3%4%3%3%3%3%

Our customers prefer our
43***40**34219463144334446chosen provider

3%*%**3%**1%3%2%3%2%3%3%3%3%

a

Support Royal Mail /
local Post Office / I'm

365**35**74431443944404446against privatisation
3%3%**3%**2%3%4%3%3%3%3%3%3%

Don't know enough about
what other providers

355**29**194122432841284143offer
3%3%**2%**6%3%3%3%2%3%2%3%3%

ab

Unaware of other
346**33**84019413041314141providers

2%4%**2%**3%3%2%3%2%3%3%3%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
137515428135733511517889157312751546126515301612Unweighted total
140216636137023131555886161712591581124315661663Weighted total

No need to change - no
demand / requirement to

26***24**52510311927202631change
2%*%**2%**2%2%1%2%2%2%2%2%2%

Others more expensive
than our current

177**19**52516251925162527providers
1%4%**1%**2%2%2%2%2%2%1%2%2%

b

Other operators do not
provide the service I

202**19**62220242422222224need
1%1%**1%**2%1%2%1%2%1%2%1%1%

Don't know enough about
other providers and

145**15**81815211818141821their services
1%3%**1%**2%1%2%1%1%1%1%1%1%

b

Not considered / haven't
thought about it / no
time / it's not my

121**8**41161371081013decision
1%1%**1%**1%1%1%1%1%1%1%1%1%

Always been with them /
44**5**686868688always use them
*%2%***%**2%1%1%*%*%1%*%1%*%

bb

Other providers don't
pick up mail in this

51**5**164666566area
*%*%***%***%*%*%*%*%*%*%*%*%

Other providers could
not deliver to all the

11**1***21212122areas we need
*%*%***%***%*%*%*%*%*%*%*%*%

1-**1**-11111111Close to a post box
*%-%***%**-%*%*%*%*%*%*%*%*%

Mainly doing it
electronically / on the

*-*****111111*11internet
*%-%***%***%*%*%*%*%*%*%*%*%

There aren't any others
in this area / no
competition - they have

4-**3**141444444the monopoly
*%-%***%***%*%*%*%*%*%*%*%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
137515428135733511517889157312751546126515301612Unweighted total
140216636137023131555886161712591581124315661663Weighted total

Effort involved in
switching outweighs the

422**39**44423443445384546benefit
3%1%**3%**1%3%3%3%3%3%3%3%3%

25-**18**82113251823212325No reason
2%-%**1%**2%1%1%2%1%1%2%1%2%

194**19**102615282326192628Other
1%2%**1%**3%2%2%2%2%2%2%2%2%

b

744**71**137332805778597880Don't know
5%2%**5%**4%5%4%5%5%5%5%5%5%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbaba*baSignificance Level: 95%
7658471612--29411791352103272101612Unweighted total
8178461663--31412201242073692141663Weighted total

Our chosen provider is
reliable enough for our

226271497****903545066****69497needs
28%32%30%****29%29%41%32%****32%30%

bc

We don't mail large
224238462****117339424****27462enough volumes

27%28%28%****37%28%4%11%****13%28%

aba

We are near a Post
145147292****332421541****42292Office

18%17%18%****11%20%12%20%****19%18%

ac

Our chosen provider is
safe enough for our

81120201****301531827****27201needs
10%14%12%****10%13%15%13%****13%12%

ba

Our chosen provider is
fast enough for our

75121196****331471624****24196needs
9%14%12%****11%12%13%11%****11%12%

b

Convenience / easier /
263562****124367****862suits our needs

3%4%4%****4%4%5%3%****4%4%

Happy / satisfied with
the service from current

302454****348314****1254provider
4%3%3%****1%4%2%7%****6%3%

c

Our customers prefer our
182846****102795****546chosen provider

2%3%3%****3%2%7%2%****2%3%

b

Support Royal Mail /
local Post Office / I'm

192746****93435****746against privatisation
2%3%3%****3%3%3%2%****3%3%

Don't know enough about
what other providers

103243****102944****243offer
1%4%3%****3%2%3%2%****1%3%

b

Unaware of other
182341****93024****441providers

2%3%2%****3%2%2%2%****2%2%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbaba*baSignificance Level: 95%
7658471612--29411791352103272101612Unweighted total
8178461663--31412201242073692141663Weighted total

No need to change - no
demand / requirement to

211031****92025****531change
3%1%2%****3%2%1%3%****2%2%

Others more expensive
than our current

131427****316710****827providers
2%2%2%****1%1%6%5%****4%2%

bc

Other operators do not
provide the service I

141024****31926****624need
2%1%1%****1%2%1%3%****3%1%

Don't know enough about
other providers and

13821****21363****321their services
2%1%1%****1%1%5%1%****1%1%

bc

Not considered / haven't
thought about it / no
time / it's not my

4913****111*2****213decision
1%1%1%*****%1%*%1%****1%1%

Always been with them /
628****422*****-8always use them
1%*%*%****1%*%1%*%****-%*%

bb

Other providers don't
pick up mail in this

336*****6-******6area
*%*%*%*****%*%-%*%*****%*%

Other providers could
not deliver to all the

112****-2-******2areas we need
*%*%*%****-%*%-%*%*****%*%

1-1****-1--****-1Close to a post box
*%-%*%****-%*%-%-%****-%*%

Mainly doing it
electronically / on the

1*1****-1-1*****1internet
*%*%*%****-%*%-%*%*****%*%

There aren't any others
in this area / no
competition - they have

314****13--****-4the monopoly
*%*%*%*****%*%-%-%****-%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbaba*baSignificance Level: 95%
7658471612--29411791352103272101612Unweighted total
8178461663--31412201242073692141663Weighted total

Effort involved in
switching outweighs the

252146****9343*****246benefit
3%2%3%****3%3%3%*%****1%3%

b

161025****41744****225No reason
2%1%2%****1%1%4%2%****1%2%

22528****718211****1228Other
3%1%2%****2%1%2%5%****6%2%

a

473280****1060911****1180Don't know
6%4%5%****3%5%8%5%****5%5%

c
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1131421681251141391371361321271391401612Unweighted total

90151180194122971571561031441591111663Weighted total

Our chosen provider is
reliable enough for our

203943252836597639405538497needs
22%26%24%13%23%37%37%49%38%28%35%34%30%

iiihijklhijklabchijklhijklihijlijl

We don't mail large
224146624521474230413926462enough volumes
25%27%26%32%37%22%30%27%29%28%24%24%28%

abgjl

We are near a Post
182129532611241721154415292Office
20%14%16%27%21%11%15%11%21%11%27%14%18%

acefgjkcegcegacefgjk

Our chosen provider is
safe enough for our

713199615313015152516201needs
8%8%11%5%5%15%19%19%15%11%16%15%12%

hichijklhijklhihihi

Our chosen provider is
fast enough for our

514159315283414152518196needs
6%10%8%4%2%15%18%22%13%11%16%16%12%

hhhilhijklchijklhilhhijlhijl

Convenience / easier /
39652192714*262suits our needs
3%6%3%3%2%1%6%1%7%10%*%2%4%

bbegbbegbegabeghijl

Happy / satisfied with
the service from current

210610*132393654provider
2%7%3%5%*%1%2%1%3%6%2%5%3%

befghgheghgh

Our customers prefer our
17331346542546chosen provider
2%5%2%2%1%3%3%4%5%3%1%4%3%

hh

Support Royal Mail /
local Post Office / I'm

814-5136-3*1546against privatisation
9%1%2%-%4%14%4%-%3%*%*%5%3%

bcdeijkbeibceiabcdefhijkbceik

Don't know enough about
what other providers

-36113244-53243offer
-%2%3%6%2%2%2%3%-%3%2%2%3%

ddld

Unaware of other
141131155313341providers
1%3%6%1%1%1%3%3%2%*%2%2%2%

cghil
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1131421681251141391371361321271391401612Unweighted total

90151180194122971571561031441591111663Weighted total

No need to change - no
demand / requirement to

1667-522--2-31change
2%4%3%3%-%5%2%1%-%-%1%-%2%

acdhacdacdhabcdh

Others more expensive
than our current

1334*4-5-33227providers
1%2%1%2%*%4%-%3%-%2%2%2%2%

dfhdf

Other operators do not
provide the service I

136-13222--424need
1%2%3%-%1%3%2%1%2%-%-%4%1%

bcibci

Don't know enough about
other providers and

-12*-175*1-521their services
-%1%1%*%-%1%4%3%*%*%-%5%1%

bcdhilbbcdghijkl

Not considered / haven't
thought about it / no
time / it's not my

4**-2*-1-3*213decision
5%*%*%-%2%*%-%1%-%2%*%2%1%

bdefgijk

Always been with them /
1*--**2-2--28always use them
1%*%-%-%*%*%1%-%2%-%-%2%*%

Other providers don't
pick up mail in this

*-1--12--11-6area
*%-%1%-%-%1%2%-%-%*%*%-%*%

Other providers could
not deliver to all the

*----1*--1--2areas we need
*%-%-%-%-%1%*%-%-%*%-%-%*%

-1----------1Close to a post box
-%1%-%-%-%-%-%-%-%-%-%-%*%

Mainly doing it
electronically / on the

---*-1*-----1internet
-%-%-%*%-%1%*%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-------2-1*14the monopoly
-%-%-%-%-%-%-%1%-%1%*%*%*%

Effort involved in
switching outweighs the

13927145516346benefit
1%2%5%1%5%1%3%3%5%1%4%3%3%

cgcgg
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1131421681251141391371361321271391401612Unweighted total

90151180194122971571561031441591111663Weighted total

*1-36*13345-25No reason
*%1%-%2%5%*%*%2%3%2%3%-%2%

afgjkljjaj

3343572*-1--28Other
3%2%2%2%4%7%2%*%-%*%-%-%2%

abdeabcdeabcdefijk

371293212416111280Don't know
3%4%7%4%2%2%1%1%4%11%7%10%5%

fefdefghklefgdefghl
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4233784054061612Unweighted total
4214134164131663Weighted total

Our chosen provider is
reliable enough for our

10189174133497needs
24%22%42%32%30%

acdcd

We don't mail large
109128118106462enough volumes

26%31%28%26%28%

We are near a Post
67896374292Office
16%21%15%18%18%

bd

Our chosen provider is
safe enough for our

39307557201needs
9%7%18%14%12%

cdcd

Our chosen provider is
fast enough for our

34267659196needs
8%6%18%14%12%

cdcd

Convenience / easier /
188181762suits our needs

4%2%4%4%4%

Happy / satisfied with
the service from current

181181854provider
4%3%2%4%3%

bb

Our customers prefer our
127161146chosen provider

3%2%4%3%3%

Support Royal Mail /
local Post Office / I'm

13189646against privatisation
3%4%2%2%3%

a

Don't know enough about
what other providers

91681043offer
2%4%2%2%3%

Unaware of other
17513741providers

4%1%3%2%2%

ac

No need to change - no
demand / requirement to

13124231change
3%3%1%*%2%

aba
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4233784054061612Unweighted total
4214134164131663Weighted total

Others more expensive
than our current

685827providers
2%2%1%2%2%

Other operators do not
provide the service I

1037424need
2%1%2%1%1%

Don't know enough about
other providers and

3112621their services
1%*%3%1%1%

cd

Not considered / haven't
thought about it / no
time / it's not my

521513decision
1%1%*%1%1%

Always been with them /
2*428always use them
*%*%1%*%*%

Other providers don't
pick up mail in this

21216area
*%*%1%*%*%

Other providers could
not deliver to all the

*1*12areas we need
*%*%*%*%*%

1---1Close to a post box
*%-%-%-%*%

Mainly doing it
electronically / on the

-1*-1internet
-%*%*%-%*%

There aren't any others
in this area / no
competition - they have

--224the monopoly
-%-%*%*%*%

Effort involved in
switching outweighs the

139141046benefit
3%2%3%2%3%

2106825No reason
*%2%1%2%2%

dd

9153128Other
2%4%1%*%2%

aab
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4233784054061612Unweighted total
4214134164131663Weighted total

211463980Don't know
5%3%2%9%5%

bbcd
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

3321722873513548229851020Yes
57%58%58%54%48%58%61%62%56%51%51%

aaa

261552244374253518955980No
43%42%42%46%52%42%39%38%44%49%49%

cce
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

51554986474791011898624125651211020Yes
56%52%49%51%50%47%53%58%50%35%45%54%52%51%

cddddcddd

415051839738891139874415055112980No
44%48%51%49%50%53%47%42%50%65%55%46%48%49%

abfgjlmfm
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

97923228792411632725999**90431020Yes
56%51%50%51%54%55%45%44%62%**51%54%51%

eebefh

78902231750356523233160**8636980No
44%49%50%49%46%45%55%56%38%**49%46%49%

dddghd

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 137  (continuation)                                                                                                                                                  Page 2361

QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

181146673369841020Yes
42%52%54%32%52%51%

ccb

25013657376904980No
58%48%46%68%48%49%

aba
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

122484414**151005************1078971020Yes
43%54%51%**33%51%************45%52%51%

ccbcjbcj

163417400**31949************132817980No
57%46%49%**67%49%************55%48%49%

abaiaiai
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********336966952553507494306941020Yes
**********66%55%54%60%48%56%56%58%51%

ccddfdddf

**********17562587171384593338499980No
**********34%45%46%40%52%44%44%42%49%

abaeabcef
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**72171232270**************3471020Yes
**51%56%57%56%**************48%51%

**70133176212**************371980No
**49%44%43%44%**************52%49%
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

30719104916142**200**2578611821020Yes
57%56%44%52%51%**45%**32%43%40%59%51%

bbcd

23570134847138**240**5310590126980No
43%44%56%48%49%**55%**68%57%60%41%49%

aaaa
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**80671242107241**10481341020Yes
**65%59%59%47%48%**55%51%43%51%

**43462169123261**877745980No
**35%41%41%53%52%**45%49%57%49%
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**428576265413664**59232250**633891831020Yes
**55%57%48%57%59%**39%48%48%**56%56%55%51%

cccc

**350436289318468**94250273**49307152980No
**45%43%52%43%41%**61%52%52%**44%44%45%49%

abab
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********41154617301521011941020Yes
********54%57%38%43%50%46%53%51%

e

********3434122840149119175980No
********46%43%62%57%50%54%47%49%

a
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

827127**801**2259655819937989767949751020Yes
52%53%**51%**51%52%51%51%51%52%52%52%51%

773112**782**216905547951762915720897980No
48%47%**49%**49%48%49%49%49%48%48%48%49%
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

-1020846481252776568316649**1841020Yes
-%100%51%48%53%77%46%39%46%53%**48%51%

bab

980-817521098476012819143**201980No
100%-%49%52%47%23%54%61%54%47%**52%49%

acc
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

5199871157648931047297100781020Yes
46%54%42%48%51%44%49%54%62%54%52%62%51%

jjfgijljfgijl

59831211277361988944839448980No
54%46%58%52%49%56%51%46%38%46%48%38%49%

adacdekadadad
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

2372392692751020Yes
47%48%54%55%51%

dcd

263261231225980No
53%52%46%45%49%

aba
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
5222552062842032141141719922Unweighted total
261552244374253518955980Weighted total

We have already moved
everything that is

13**11919910****7270280possible to move
51%**22%37%26%39%****38%28%29%

acacaa

Happy with sending
3**1464935****3230235things by post

10%**26%26%25%19%****18%24%24%

eee

4**1127565****3159164No reason
16%**22%11%15%19%****16%17%17%

bab

***622432****2115117Not considered this
1%**12%9%11%8%****10%12%12%

eee

We prefer to send things
1**620212****16263to customers by post
2%**11%8%6%6%****5%6%6%

No need - do not have a
1**21515******4445large volume of mail
5%**4%6%4%1%****1%5%5%

e

No alternative media
2**212201****14344that would meet my needs
9%**3%5%5%4%****4%5%4%

There is no pressure
from customers for us to

***2831****12021move
1%**4%3%1%3%****3%2%2%

a

-**-36-****-1515Reliability / trust
-%**-%1%2%-%****-%2%2%

***-58******1414Hassle of moving
*%**-%2%2%1%****1%1%1%

Do not use computers /
only one that uses a

-**--5-****-99computer
-%**-%-%1%-%****-%1%1%

-**-53******78Cost
-%**-%2%1%*%****1%1%1%

Time or extra admin
-**-*6*****-66required
-%**-%*%1%*%****-%1%1%

Customers are unwilling
-**-23******66to give email addresses
-%**-%1%1%1%****1%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
5222552062842032141141719922Unweighted total
261552244374253518955980Weighted total

Need to send hard copies
/ keep hard copies of

2**-2-******66everything we send
7%**-%1%-%1%*****%1%1%

abcab

-**-23*****-56Other media ineffective
-%**-%1%1%*%****-%1%1%

Lack of information
about products and costs

-**-12******33by other providers
-%**-%1%1%*%*****%*%*%

Contracted with postal
provider / franking

-**--1-****-22machine
-%**-%-%*%-%****-%*%*%

The unreliability of
-**--1-****-11email address lists
-%**-%-%*%-%****-%*%*%

Planning to do so in the
-**---******-*future
-%**-%-%-%*%****1%-%*%

a

-***5101****11718Other
-%**1%2%3%3%****3%2%2%

1**3271****11719Don't know
3%**6%1%2%5%****7%2%2%

baa
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
1021121115975065679167331063682922Unweighted total

415051839738891139874415055112980Weighted total

We have already moved
everything that is

111515239**23314421**42**36280possible to move
26%30%29%29%**27%35%32%24%**28%**32%29%

Happy with sending
111414196**17213220**42**21235things by post
27%27%28%23%**19%23%23%23%**28%**18%24%

656147**14182112**29**16164No reason
15%10%12%17%**16%20%15%13%**19%**14%17%

l

48699**17161911**12**12117Not considered this
9%17%12%12%**20%18%14%12%**8%**11%12%

cimi

We prefer to send things
12357**7*102**11**963to customers by post
3%5%5%7%**8%*%7%3%**7%**8%6%

gggggmggg

No need - do not have a
24138**4256**7**845large volume of mail
5%7%2%5%**5%3%3%7%**5%**7%5%

No alternative media
21338**-857**4**544that would meet my needs
4%3%6%5%**-%9%3%8%**3%**4%4%

hhhbchl

There is no pressure
from customers for us to

22*16**21*3**4**321move
4%5%1%2%**3%1%*%4%**3%**2%2%

ff

1--13**2-4-**1**415Reliability / trust
3%-%-%2%**3%-%3%-%**1%**3%2%

klkl

--113**--21**4**214Hassle of moving
-%-%1%2%**-%-%2%2%**3%**2%1%

lm

Do not use computers /
only one that uses a

*1-8**--31**-**-9computer
1%1%-%1%**-%-%2%2%**-%**-%1%

acghjk

--*7**--34**-**-8Cost
-%-%*%1%**-%-%2%4%**-%**-%1%

cjlm

Time or extra admin
1*-5**--12**-**-6required
2%1%-%1%**-%-%1%2%**-%**-%1%

Customers are unwilling
1*14**-2-***-**-6to give email addresses
2%1%1%1%**-%2%-%*%**-%**-%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
1021121115975065679167331063682922Unweighted total

415051839738891139874415055112980Weighted total

Need to send hard copies
/ keep hard copies of

**15**1-*1**2**-6everything we send
1%*%1%1%**1%-%*%2%**1%**-%1%

*--5**-1*-**4**-6Other media ineffective
1%-%-%1%**-%1%*%-%**3%**-%1%

Lack of information
about products and costs

*--3**1---**-**-3by other providers
*%-%-%*%**1%-%-%-%**-%**-%*%

j

Contracted with postal
provider / franking

-1-1**----**-**12machine
-%1%-%*%**-%-%-%-%**-%**1%*%

The unreliability of
1---**----**-**-1email address lists
1%-%-%-%**-%-%-%-%**-%**-%*%

j

Planning to do so in the
---***----*****-*future
-%-%-%*%**-%-%-%-%***%**-%*%

1*314**234***3**218Other
1%1%5%2%**2%3%3%*%**2%**2%2%

j

11116**2-23**3**319Don't know
3%1%3%2%**3%-%1%3%**2%**3%2%

g
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfed*cbaSignificance Level: 95%
908322406823624834261561410139922Unweighted total
78902231750356523233160178636980Weighted total

We have already moved
everything that is

1926166214119****6527**29**280possible to move
25%29%29%29%33%****20%45%**34%**29%

eee

Happy with sending
222123919687****8413**14**235things by post
29%24%17%26%24%****25%22%**16%**24%

bgggg

171474112345****6812**14**164No reason
22%16%18%16%13%****20%20%**16%**17%

ahh

1116358241****336**23**117Not considered this
1%13%15%11%12%****10%11%**27%**12%

badegh

We prefer to send things
262115221****272**1**63to customers by post
2%7%5%7%6%****8%4%**2%**6%

bb

No need - do not have a
342123221****13-**1**45large volume of mail
4%5%5%4%6%****4%-%**1%**5%

bbdbd

No alternative media
*44143014****222**1**44that would meet my needs
*%5%6%4%4%****7%3%**2%**4%

bb

There is no pressure
from customers for us to

5162199****9-**1**21move
6%2%1%3%2%****3%-%**2%**2%

a

3121143****9-**-**15Reliability / trust
3%1%*%2%1%****3%-%**-%**2%

b

2123108****5-**-**14Hassle of moving
3%1%1%1%2%****2%-%**-%**1%

Do not use computers /
only one that uses a

18451****2-*****9computer
2%1%2%1%*%****1%-%**1%**1%

eheh

16445****2-**-**8Cost
2%1%2%*%1%****1%-%**-%**1%

Time or extra admin
-6252****3-**1**6required
-%1%1%1%1%****1%-%**1%**1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfed*cbaSignificance Level: 95%
908322406823624834261561410139922Unweighted total
78902231750356523233160178636980Weighted total

Customers are unwilling
-6162****2-**-**6to give email addresses
-%1%*%1%*%****1%-%**-%**1%

beh

Need to send hard copies
/ keep hard copies of

*6142****3-**1**6everything we send
*%1%1%1%*%****1%-%**1%**1%

-6141****23**-**6Other media ineffective
-%1%1%1%*%****1%4%**-%**1%

beh

Lack of information
about products and costs

-3122****--**-**3by other providers
-%*%1%*%1%****-%-%**-%***%

e

Contracted with postal
provider / franking

-211-****1-**-**2machine
-%*%*%*%-%*****%-%**-%***%

beh

The unreliability of
-1-1-****--**1**1email address lists
-%*%-%*%-%****-%-%**1%***%

Planning to do so in the
-*-*-****--******future
-%*%-%*%-%****-%-%***%***%

*188105****10-**1**18Other
*%2%3%1%1%****3%-%**1%**2%

3161186****6***3**19Don't know
3%2%*%2%2%****2%*%**4%**2%

b
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
24613152861861922Unweighted total
25013657376904980Weighted total

We have already moved
everything that is

56341883277280possible to move
22%25%33%3%31%29%

cb

Happy with sending
733612228207235things by post
29%26%21%36%23%24%

aa

381810318146164No reason
15%13%18%24%16%17%

2217747110117Not considered this
9%13%13%9%12%12%

We prefer to send things
2762795463to customers by post
11%5%5%12%6%6%

aba

No need - do not have a
5*3944045large volume of mail
2%*%7%6%4%5%

bc

No alternative media
12151563844that would meet my needs

5%11%3%7%4%4%

ac

There is no pressure
from customers for us to

631131821move
2%2%2%4%2%2%

219-1515Reliability / trust
1%1%2%-%2%2%

8*5-1414Hassle of moving
3%*%1%-%2%1%

a

Do not use computers /
only one that uses a

314459computer
1%1%1%5%1%1%

a

-61*78Cost
-%5%*%*%1%1%

ac

Time or extra admin
*51*66required
*%4%*%1%1%1%

ac

Customers are unwilling
3*3-66to give email addresses
1%*%1%-%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
24613152861861922Unweighted total
25013657376904980Weighted total

Need to send hard copies
/ keep hard copies of

321-66everything we send
1%1%*%-%1%1%

aa

2-4-66Other media ineffective
1%-%1%-%1%1%

Lack of information
about products and costs

1-2213by other providers
1%-%*%3%*%*%

a

Contracted with postal
provider / franking

1-1-22machine
*%-%*%-%*%*%

The unreliability of
--1-11email address lists
-%-%*%-%*%*%

Planning to do so in the
--*-**future
-%-%*%-%*%*%

521111818Other
2%2%2%1%2%2%

67621619Don't know
2%5%1%3%2%2%

a

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 138  (continuation)                                                                                                                                                  Page 2381

QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
189410323835887--15227154733922Unweighted total
163417400531949--23*26132817980Weighted total

We have already moved
everything that is

44107128****275************39236280possible to move
27%26%32%****29%************30%29%29%

Happy with sending
3810987****230************34196235things by post
23%26%22%****24%************26%24%24%

197274****161************15145164No reason
11%17%18%****17%************12%18%17%

c

126144****113************8105117Not considered this
7%15%11%****12%************6%13%12%

cbb

We prefer to send things
183214****56************104663to customers by post
11%8%3%****6%************7%6%6%

aaabi

No need - do not have a
31823****43************24145large volume of mail
2%4%6%****5%************2%5%5%

c

No alternative media
161612****39************112844that would meet my needs
10%4%3%****4%************8%3%4%

abaiai

There is no pressure
from customers for us to

4512****19************31721move
3%1%3%****2%************2%2%2%

636****15************6915Reliability / trust
3%1%1%****2%************4%1%2%

bai

185****14************11314Hassle of moving
*%2%1%****1%*************%2%1%

Do not use computers /
only one that uses a

-27****9************-99computer
-%*%2%****1%************-%1%1%

143****8************168Cost
1%1%1%****1%************1%1%1%

Time or extra admin
24*****6************246required
1%1%*%****1%************1%1%1%

Customers are unwilling
331****6************336to give email addresses
2%1%*%****1%************2%*%1%

aa
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*d*cbaSignificance Level: 95%
189410323835887--15227154733922Unweighted total
163417400531949--23*26132817980Weighted total

Need to send hard copies
/ keep hard copies of

33-****6************336everything we send
2%1%-%****1%************2%*%1%

aai

114****6************146Other media ineffective
1%*%1%****1%************1%1%1%

Lack of information
about products and costs

*12****3*************33by other providers
*%*%*%*****%*************%*%*%

Contracted with postal
provider / franking

11-****2************112machine
*%*%-%*****%*************%*%*%

The unreliability of
-1-****1************-11email address lists
-%*%-%*****%************-%*%*%

Planning to do so in the
*--******************-*future
*%-%-%*****%*************%-%*%

783****18************71118Other
4%2%1%****2%************5%1%2%

aai

685****16************31319Don't know
4%2%1%****2%************2%2%2%

ai
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
11162030548579197363607370528922Unweighted total
2**11017562587171384593338499980Weighted total

We have already moved
everything that is

************1451674111415493125280possible to move
************26%29%24%30%26%28%25%29%

Happy with sending
************1401524910515284127235things by post
************25%26%29%27%26%25%25%24%

************1009731511015193164No reason
************18%17%18%13%17%15%19%17%

d

************58702140603651117Not considered this
************10%12%12%10%10%11%10%12%

We prefer to send things
************304982637223363to customers by post
************5%8%5%7%6%6%7%6%

No need - do not have a
************291931629102945large volume of mail
************5%3%2%4%5%3%6%5%

ebef

No alternative media
************232352023181744that would meet my needs
************4%4%3%5%4%5%3%4%

There is no pressure
from customers for us to

************17147717101521move
************3%2%4%2%3%3%3%2%

************262543315Reliability / trust
*************%1%1%1%1%1%1%2%

a

************128-81281214Hassle of moving
************2%1%-%2%2%2%2%1%

eeee

Do not use computers /
only one that uses a

************912-9399computer
************2%*%1%-%2%1%2%1%

ddfdf

************85138468Cost
************1%1%1%1%1%1%1%1%

Time or extra admin
************53135256required
************1%*%1%1%1%1%1%1%

Customers are unwilling
************26142216to give email addresses
*************%1%1%1%*%1%*%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
11162030548579197363607370528922Unweighted total
2**11017562587171384593338499980Weighted total

Need to send hard copies
/ keep hard copies of

************54216636everything we send
************1%1%1%*%1%2%1%1%

d

************54126256Other media ineffective
************1%1%1%*%1%1%1%1%

Lack of information
about products and costs

************31113123by other providers
************1%*%1%*%1%*%*%*%

Contracted with postal
provider / franking

************1--11112machine
*************%-%-%*%*%*%*%*%

The unreliability of
************-11----1email address lists
************-%*%*%-%-%-%-%*%

Planning to do so in the
************-*-----*future
************-%*%-%-%-%-%-%*%

************13113111310818Other
************2%2%1%3%2%3%2%2%

************101149107819Don't know
************2%2%3%2%2%2%2%2%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
21161371691832--2-48349922Unweighted total
1701331762121--1-47371980Weighted total

We have already moved
everything that is

**11393866**************106280possible to move
**15%29%22%31%**************29%29%

dbd

Happy with sending
**18305252**************105235things by post
**25%23%29%25%**************28%24%

**15123340**************50164No reason
**21%9%19%19%**************13%17%

ccc

**4182216**************39117Not considered this
**6%14%12%8%**************11%12%

d

We prefer to send things
**671013**************2463to customers by post
**8%5%6%6%**************7%6%

No need - do not have a
**351011**************1645large volume of mail
**4%4%6%5%**************4%5%

No alternative media
**4865**************1944that would meet my needs
**6%6%3%3%**************5%4%

There is no pressure
from customers for us to

***1115**************621move
**1%8%1%2%**************2%2%

abd

**3*-1**************515Reliability / trust
**4%*%-%*%**************1%2%

abc

**3*53**************814Hassle of moving
**5%*%3%1%**************2%1%

c

Do not use computers /
only one that uses a

**-217**************-9computer
**-%1%*%3%**************-%1%

***143**************38Cost
***%1%2%1%**************1%1%

Time or extra admin
****22**************36required
***%*%1%1%**************1%1%

Customers are unwilling
**1--1**************46to give email addresses
**1%-%-%1%**************1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
21161371691832--2-48349922Unweighted total
1701331762121--1-47371980Weighted total

Need to send hard copies
/ keep hard copies of

**321-**************16everything we send
**5%1%*%-%***************%1%

ab

**-*14**************26Other media ineffective
**-%*%1%2%***************%1%

Lack of information
about products and costs

***-3-**************13by other providers
***%-%2%-%***************%*%

Contracted with postal
provider / franking

**-1--**************12machine
**-%*%-%-%***************%*%

The unreliability of
**----**************-1email address lists
**-%-%-%-%**************-%*%

Planning to do so in the
**----**************-*future
**-%-%-%-%**************-%*%

**3451**************1118Other
**4%3%3%*%**************3%2%

a

**2333**************919Don't know
**3%2%2%1%**************2%2%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
2957813079213992159539675130922Unweighted total
235701348471385240105310590126980Weighted total

We have already moved
everything that is

**1514024052**62**18332439280possible to move
**26%30%28%37%**26%**33%31%27%31%29%

a

Happy with sending
**1492421138**66**8292934235things by post
**26%18%25%28%**28%**16%28%33%27%24%

d

**972014417**29**4151317164No reason
**17%15%17%13%**12%**7%15%14%14%17%

**59209718**22**3111113117Not considered this
**10%15%11%13%**9%**6%11%13%10%12%

We prefer to send things
**377569**17**8151063to customers by post
**6%5%7%7%**7%**15%1%6%8%6%

cc

No need - do not have a
**248375**11**143845large volume of mail
**4%6%4%4%**5%**3%4%4%6%5%

No alternative media
**233417**13**56-944that would meet my needs
**4%2%5%5%**6%**9%5%-%7%4%

bbb

There is no pressure
from customers for us to

**17*212**5**412*21move
**3%*%2%1%**2%**7%1%2%*%2%

a

**4312-**5**4--115Reliability / trust
**1%2%1%-%**2%**8%-%-%*%2%

abc

**12*142**6**-44-14Hassle of moving
**2%*%2%2%**2%**-%4%5%-%1%

aa

Do not use computers /
only one that uses a

**9-9-**-**----9computer
**2%-%1%-%**-%**-%-%-%-%1%

**8*71**1**-11-8Cost
**1%*%1%1%**1%**-%1%1%-%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
2957813079213992159539675130922Unweighted total
235701348471385240105310590126980Weighted total

Time or extra admin
**5242**1**--3*6required
**1%2%1%1%**1%**-%-%4%*%1%

a

Customers are unwilling
**1341**2***2-16to give email addresses
***%2%*%1%**1%**1%2%-%1%1%

a

Need to send hard copies
/ keep hard copies of

**6-6***1**--*16everything we send
**1%-%1%*%***%**-%-%*%*%1%

**614***1**-*-16Other media ineffective
**1%1%1%*%**1%**-%*%-%1%1%

Lack of information
about products and costs

**121***1**--*13by other providers
***%1%*%*%**1%**-%-%*%1%*%

a

Contracted with postal
provider / franking

**1-2-**1**-1--2machine
***%-%*%-%***%**-%1%-%-%*%

The unreliability of
**--1-**-**----1email address lists
**-%-%*%-%**-%**-%-%-%-%*%

Planning to do so in the
**-*--**-**----*future
**-%*%-%-%**-%**-%-%-%-%*%

**107113**7**221418Other
**2%5%1%2%**3%**4%2%1%3%2%

a

**10415***9**14*319Don't know
**2%3%2%*%**4%**3%4%1%2%2%

c
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1644891811212429958040922Unweighted total
*434621691232614877745980Weighted total

We have already moved
everything that is

**11120364470**2516**280possible to move
**25%26%21%36%27%**29%21%**29%

b

Happy with sending
**8123402679**2017**235things by post
**19%27%24%21%30%**23%22%**24%

**680321437**1311**164No reason
**13%17%19%11%14%**15%14%**17%

**948181623**812**117Not considered this
**20%10%11%13%9%**9%16%**12%

b

We prefer to send things
**42916719**22**63to customers by post
**9%6%9%6%7%**3%3%**6%

No need - do not have a
**1267313**46**45large volume of mail
**1%6%4%3%5%**5%8%**5%

No alternative media
**21410417**42**44that would meet my needs
**6%3%6%3%6%**5%3%**4%

b

There is no pressure
from customers for us to

**514524**3***21move
**11%3%3%2%2%**3%*%**2%

ab

**12232**3-**15Reliability / trust
**3%*%1%2%1%**3%-%**2%

bb

**-124-8**2-**14Hassle of moving
**-%3%2%-%3%**2%-%**1%

Do not use computers /
only one that uses a

***83--**--**9computer
**1%2%2%-%-%**-%-%**1%

***54-3***-**8Cost
***%1%2%-%1%***%-%**1%

Time or extra admin
***523***22**6required
**1%1%1%3%*%**2%3%**1%

a
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1644891811212429958040922Unweighted total
*434621691232614877745980Weighted total

Customers are unwilling
**-1-31**-2**6to give email addresses
**-%*%-%2%*%**-%3%**1%

Need to send hard copies
/ keep hard copies of

***32-1***-**6everything we send
***%1%1%-%*%***%-%**1%

**-541***21**6Other media ineffective
**-%1%2%1%*%**2%2%**1%

Lack of information
about products and costs

**-2--1***-**3by other providers
**-%*%-%-%1%***%-%***%

Contracted with postal
provider / franking

**11-1-**11**2machine
**1%*%-%1%-%**1%1%***%

The unreliability of
**-----**--**1email address lists
**-%-%-%-%-%**-%-%***%

Planning to do so in the
**-----**--***future
**-%-%-%-%-%**-%-%***%

**-8238**33**18Other
**-%2%1%3%3%**3%3%**2%

**17163**35**19Don't know
**2%2%1%5%1%**3%7%**2%
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Table 138  (continuation)                                                                                                                                                  Page 2391

QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10382450273347499199231261162337158922Unweighted total

9350436289318468*94250273*49307152980Weighted total

We have already moved
everything that is

**981147988125**357478**188838280possible to move
**28%26%27%28%27%**37%30%29%**36%29%25%29%

Happy with sending
**941218482122**177167**117936235things by post
**27%28%29%26%26%**17%29%25%**23%26%23%24%

c

**5077364883**113638**34620164No reason
**14%18%12%15%18%**12%14%14%**6%15%13%17%

cc

**3345323550**102335**63212117Not considered this
**10%10%11%11%11%**11%9%13%**12%10%8%12%

We prefer to send things
**1929192133**31612***201063to customers by post
**5%7%7%7%7%**3%7%4%***%7%7%6%

cc

No need - do not have a
**1318151024**3138**110545large volume of mail
**4%4%5%3%5%**3%5%3%**1%3%3%5%

No alternative media
**1715191816**111518**6161244that would meet my needs
**5%3%7%6%4%**11%6%7%**13%5%8%4%

ab

There is no pressure
from customers for us to

**9127711**-54**110421move
**3%3%2%2%2%**-%2%1%**2%3%3%2%

**24233**145**-2215Reliability / trust
**1%1%1%1%1%**1%2%2%**-%1%1%2%

**868812**484**-8214Hassle of moving
**2%1%3%3%3%**4%3%1%**-%3%1%1%

Do not use computers /
only one that uses a

**69-39**---**-119computer
**2%2%-%1%2%**-%-%-%**-%*%1%1%

c

**86346**-11***438Cost
**2%1%1%1%1%**-%1%*%***%1%2%1%

Time or extra admin
**55325**2*3***226required
**1%1%1%1%1%**2%*%1%***%1%1%1%

b

Customers are unwilling
**11111**-33**-116to give email addresses
***%*%*%*%*%**-%1%1%**-%*%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10382450273347499199231261162337158922Unweighted total

9350436289318468*94250273*49307152980Weighted total

Need to send hard copies
/ keep hard copies of

**34163**111**2446everything we send
**1%1%*%2%1%**1%*%*%**4%1%2%1%

**34*25***22**-216Other media ineffective
**1%1%*%1%1%***%1%1%**-%1%1%1%

Lack of information
about products and costs

*********-11**-113by other providers
***%*%*%*%*%**-%1%*%**-%*%1%*%

Contracted with postal
provider / franking

**--111**1-1**11-2machine
**-%-%*%*%*%**1%-%*%**1%*%-%*%

The unreliability of
**-----**---**---1email address lists
**-%-%-%-%-%**-%-%-%**-%-%-%*%

Planning to do so in the
**-----**---**---*future
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**66775***76**29718Other
**2%1%2%2%1%**1%3%2%**4%3%5%2%

**78778**139**15319Don't know
**2%2%2%2%2%**1%1%3%**2%1%2%2%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
2108163744213236145120174922Unweighted total
3127193434122840149119175980Weighted total

We have already moved
everything that is

********93115****363553280possible to move
********27%28%****24%29%30%29%

Happy with sending
********95118****413354235things by post
********28%29%****27%28%31%24%

********5171****181727164No reason
********15%17%****12%14%15%17%

e

********3642****23817117Not considered this
********11%10%****15%7%10%12%

b

We prefer to send things
********1622****88963to customers by post
********5%5%****6%7%5%6%

No need - do not have a
********1218****991045large volume of mail
********4%4%****6%7%6%5%

No alternative media
********1613****1081244that would meet my needs
********5%3%****7%6%7%4%

abc

There is no pressure
from customers for us to

********911****35421move
********3%3%****2%4%2%2%

********24****22215Reliability / trust
********1%1%****2%2%1%2%

********86****22414Hassle of moving
********2%1%****1%2%2%1%

Do not use computers /
only one that uses a

********48****---9computer
********1%2%****-%-%-%1%

********66****1118Cost
********2%2%****1%1%1%1%

Time or extra admin
********55****3-*6required
********1%1%****2%-%*%1%

Customers are unwilling
********11*****-16to give email addresses
*********%*%*****%-%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
2108163744213236145120174922Unweighted total
3127193434122840149119175980Weighted total

Need to send hard copies
/ keep hard copies of

********24****1116everything we send
********1%1%*****%1%*%1%

********34****-**6Other media ineffective
********1%1%****-%*%*%1%

Lack of information
about products and costs

**************--*3by other providers
*********%*%****-%-%*%*%

Contracted with postal
provider / franking

********1-****-1-2machine
*********%-%****-%1%-%*%

The unreliability of
********--****---1email address lists
********-%-%****-%-%-%*%

Planning to do so in the
********--****---*future
********-%-%****-%-%-%*%

********65****54318Other
********2%1%****3%3%2%2%

********56****33219Don't know
********1%1%****2%2%1%2%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
74598177463223858520900742869714854922Unweighted total
773112277822216905547951762915720897980Weighted total

We have already moved
everything that is

21238**223**75266174277230263208256280possible to move
27%34%**29%**35%29%32%29%30%29%29%29%29%

Happy with sending
19029**194**47223127231185222182220235things by post

25%26%**25%**22%25%23%24%24%24%25%25%24%

1428**130**3014884156116157116156164No reason
18%7%**17%**14%16%15%16%15%17%16%17%17%

a

9512**100**2610369111901038598117Not considered this
12%10%**13%**12%11%13%12%12%11%12%11%12%

We prefer to send things
4710**50**96136635159515963to customers by post

6%9%**6%**4%7%7%7%7%6%7%7%6%

No need - do not have a
372**36**94524434244304445large volume of mail

5%2%**5%**4%5%4%5%6%5%4%5%5%

No alternative media
2715**39**124128403542364244that would meet my needs

3%13%**5%**6%5%5%4%5%5%5%5%4%

b

There is no pressure
from customers for us to

143**16**3189211821172121move
2%2%**2%**1%2%2%2%2%2%2%2%2%

13-**11**31181591181115Reliability / trust
2%-%**1%**2%1%2%2%1%1%1%1%2%

122**13**1149141414111214Hassle of moving
1%2%**2%***%2%2%1%2%2%2%1%1%

Do not use computers /
only one that uses a

9-**8**272927479computer
1%-%**1%**1%1%*%1%*%1%1%1%1%

8-**2**185838888Cost
1%-%***%**1%1%1%1%*%1%1%1%1%

Time or extra admin
6***5***62646566required
1%*%**1%***%1%*%1%1%1%1%1%1%

Customers are unwilling
5***5**164644446to give email addresses
1%*%**1%***%1%1%1%*%*%1%*%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 138  (continuation)                                                                                                                                                  Page 2396

QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
74598177463223858520900742869714854922Unweighted total
773112277822216905547951762915720897980Weighted total

Need to send hard copies
/ keep hard copies of

51**4**264666566everything we send
1%*%**1%**1%1%1%1%1%1%1%1%1%

6-**6**465666666Other media ineffective
1%-%**1%**2%1%1%1%1%1%1%1%1%

Lack of information
about products and costs

*-**-**33-333333by other providers
*%-%**-%**2%*%-%*%*%*%*%*%*%

ab

Contracted with postal
provider / franking

2-**2**12-222222machine
*%-%***%***%*%-%*%*%*%*%*%*%

The unreliability of
1-**-**---1----1email address lists
*%-%**-%**-%-%-%*%-%-%-%-%*%

Planning to do so in the
*-******-***---*future
*%-%***%***%-%*%*%*%-%-%-%*%

66**9**81611181616151618Other
1%6%**1%**4%2%2%2%2%2%2%2%2%

b

171**15**4137171217111519Don't know
2%1%**2%**2%1%1%2%2%2%2%2%2%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*acbacbaba*baSignificance Level: 95%
922-7654410570721125183407186922Unweighted total
980-8175210984760128191435201980Weighted total

We have already moved
everything that is

280**225**43252213252****66280possible to move
29%**27%**39%29%29%25%27%****33%29%

c

Happy with sending
235**205**18161932143****39235things by post

24%**25%**17%19%25%17%22%****19%24%

a

164**150**13141232632****29164No reason
17%**18%**12%17%16%20%17%****15%17%

bb

117**94**1413931125****24117Not considered this
12%**12%**13%16%12%8%13%****12%12%

We prefer to send things
63**56**7646911****863to customers by post

6%**7%**6%8%6%7%6%****4%6%

No need - do not have a
45**42**253828****1245large volume of mail

5%**5%**2%6%5%1%4%****6%5%

No alternative media
44**23**95291012****1444that would meet my needs

4%**3%**8%6%4%8%6%****7%4%

acc

There is no pressure
from customers for us to

21**21**--1654****621move
2%**3%**-%-%2%4%2%****3%2%

15**11**4-1235****515Reliability / trust
2%**1%**4%-%2%2%3%****2%2%

14**12**2-1312****214Hassle of moving
1%**1%**2%-%2%*%1%****1%1%

Do not use computers /
only one that uses a

9**9**-161-****-9computer
1%**1%**-%2%1%1%-%****-%1%

8**5**135*******8Cost
1%**1%**1%3%1%*%*%*****%1%

b

Time or extra admin
6**3**-*6-3****-6required
1%***%**-%*%1%-%2%****-%1%

ac

Customers are unwilling
6**4**-*513****36to give email addresses
1%**1%**-%1%1%1%1%****1%1%

ac
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*acbacbaba*baSignificance Level: 95%
922-7654410570721125183407186922Unweighted total
980-8175210984760128191435201980Weighted total

Need to send hard copies
/ keep hard copies of

6**5**1-6*******6everything we send
1%**1%***%-%1%*%*%*****%1%

6**6**--422****26Other media ineffective
1%**1%**-%-%*%1%1%****1%1%

Lack of information
about products and costs

3**3**--3-2****13by other providers
*%***%**-%-%*%-%1%****1%*%

Contracted with postal
provider / franking

2**1**1-11-****-2machine
*%***%**1%-%*%*%-%****-%*%

The unreliability of
1**-**1-1--****-1email address lists
*%**-%***%-%*%-%-%****-%*%

Planning to do so in the
******---********future
*%***%**-%-%-%*%*%*****%*%

18**12**32966****518Other
2%**1%**3%2%1%4%3%****3%2%

cb

19**14**331154****419Don't know
2%**2%**3%3%1%4%2%****2%2%

b
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7079111827169827467797860922Unweighted total
59831211277361988944839448980Weighted total

We have already moved
everything that is

41915372311393317263818280possible to move
7%23%13%29%31%19%39%37%37%32%41%37%29%

ljljllgjklgjlgjljlgjklgjl

Happy with sending
1418352918182219529207235things by post
24%21%29%23%24%29%23%22%12%35%21%15%24%

ddabdk

1121211913141191051318164No reason
18%25%18%15%18%22%11%10%22%6%14%38%17%

ccefcccccbcdefghijl

514318761716374*117Not considered this
8%16%26%6%9%11%17%18%8%8%5%*%12%

aabiabcdghilaaabiabiaa

We prefer to send things
2497-2513374963to customers by post
4%5%7%5%-%3%5%14%6%8%4%20%6%

hhbfghklhhbdfghijkl

No need - do not have a
61712652*-42-45large volume of mail

10%2%6%9%8%8%2%1%-%4%2%-%5%

adefkadefkadeade

No alternative media
54491-35334244that would meet my needs
8%5%3%7%2%-%3%6%8%3%5%5%4%

gggg

There is no pressure
from customers for us to

44-8--***-3*21move
7%5%-%6%-%-%*%1%1%-%3%*%2%

acefghjcjcfghj

1-12---4214-15Reliability / trust
2%-%1%2%-%-%-%5%5%1%4%-%2%

fk

-11-232--22-14Hassle of moving
-%1%1%-%3%4%3%-%-%3%2%-%1%

Do not use computers /
only one that uses a

-133---*---29computer
-%2%2%2%-%-%-%1%-%-%-%4%1%

1-1-3-----2*8Cost
2%-%1%-%4%-%-%-%-%-%2%*%1%

Time or extra admin
**1-2*-*2---6required
1%1%1%-%3%*%-%1%4%-%-%-%1%

Customers are unwilling
-**12*2*----6to give email addresses
-%1%*%1%3%*%2%1%-%-%-%-%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
7079111827169827467797860922Unweighted total
59831211277361988944839448980Weighted total

Need to send hard copies
/ keep hard copies of

--3-***-*2--6everything we send
-%-%2%-%*%*%*%-%*%3%-%-%1%

21--3----*--6Other media ineffective
3%1%-%-%4%-%-%-%-%*%-%-%1%

j

Lack of information
about products and costs

--1--2---*--3by other providers
-%-%1%-%-%3%-%-%-%*%-%-%*%

Contracted with postal
provider / franking

1---1-------2machine
2%-%-%-%1%-%-%-%-%-%-%-%*%

The unreliability of
---------1--1email address lists
-%-%-%-%-%-%-%-%-%1%-%-%*%

Planning to do so in the
-------*----*future
-%-%-%-%-%-%-%*%-%-%-%-%*%

-*3*152*25--18Other
-%1%2%*%2%8%2%*%5%6%-%-%2%

abeiklbeil

61*41***--5119Don't know
9%2%*%3%1%1%*%1%-%-%6%1%2%

acdefghjkcfj
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
260222223217922Unweighted total
263261231225980Weighted total

We have already moved
everything that is

39718882280possible to move
15%27%38%37%29%

dcdcd

Happy with sending
67644757235things by post
25%25%20%25%24%

52463036164No reason
20%18%13%16%17%

b

49213611117Not considered this
19%8%15%5%12%

acac

We prefer to send things
158202063to customers by post

6%3%9%9%6%

cc

No need - do not have a
14233645large volume of mail

5%9%1%3%5%

bab

No alternative media
121112944that would meet my needs

5%4%5%4%4%

There is no pressure
from customers for us to

981321move
3%3%1%1%2%

b

226415Reliability / trust
1%1%3%2%2%

352414Hassle of moving
1%2%1%2%1%

Do not use computers /
only one that uses a

43*29computer
2%1%*%1%1%

33-28Cost
1%1%-%1%1%

Time or extra admin
222-6required
1%1%1%-%1%

Customers are unwilling
132-6to give email addresses
*%1%1%-%1%

Need to send hard copies
/ keep hard copies of

3*126everything we send
1%*%*%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
260222223217922Unweighted total
263261231225980Weighted total

33-*6Other media ineffective
1%1%-%*%1%

Lack of information
about products and costs

12-*3by other providers
1%1%-%*%*%

Contracted with postal
provider / franking

11--2machine
1%*%-%-%*%

The unreliability of
---11email address lists
-%-%-%*%*%

Planning to do so in the
--*-*future
-%-%*%-%*%

364518Other
1%2%2%2%2%

751619Don't know
3%2%*%3%2%

bb
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
77347924128729334701897371030Unweighted total
3321722873513548229851020Weighted total

18**3613519317**510505522Quicker
53%**50%47%55%50%**63%44%51%51%

b

8**249511113**38305317Cost saving
25%**33%33%31%36%**30%36%31%31%

ac

7**2455566**14179184Customer preferences
20%**33%19%16%17%**16%18%18%18%

abab

Reduce admin time spent
1**233432**1297100on alternative media
4%**2%12%12%7%**7%7%10%10%

cece

1**721243**127174Environmental reasons
2%**10%7%7%9%**10%8%7%7%

ea

Convenience / ease of
1**220172***16566use
4%**3%7%5%5%**6%5%7%7%

Unreliable postal
1**4571****2021service
2%**6%2%2%2%**3%2%2%2%

b

1**464*****1819Price of postage
4%**5%2%1%1%**1%1%2%2%

a

Proof of delivery / know
it has got there /

***-410*****1515reliable
*%**-%1%3%1%**1%2%1%1%

Security / data
-***34***-*1313protection
-%***%1%1%1%**-%2%1%1%

Everyone else is doing
it / client's like this

-**-27-**--1212method
-%**-%1%2%-%**-%-%1%1%

-***23-**--1010More efficient
-%**1%1%1%-%**-%-%1%1%

Offers more creative
2**-25***-*910choices
6%**-%1%1%1%**-%2%1%1%

abc

Forced to by colleagues
/ system changes in the

***-41***-*89company
*%**-%1%*%1%**-%2%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
77347924128729334701897371030Unweighted total
3321722873513548229851020Weighted total

Company budget has been
***122***-*56diverted to other media
*%**2%1%1%1%**-%2%1%1%

a

Good for sending
2***2****-*55invoices /attachments
7%***%1%*%*%**-%1%1%1%

abc

Speed - instantaneous /
-***---**--**fast response
-%**1%-%-%-%**-%-%*%*%

Increase in postal
-**---***-*-*prices
-%**-%-%-%*%**-%*%-%*%

-**----**----Royal Mail strike action
-%**-%-%-%-%**-%-%-%-%

***2571****1516Other
*%**3%2%2%2%**1%2%2%2%

-***--1****56Don't know
-%**1%-%-%2%**3%1%1%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
141127121641526281129641910343881030Unweighted total

51554986474791011898624125651211020Weighted total

27281944927385910449**65**63522Quicker
52%51%38%52%36%48%58%55%57%**52%**52%51%

kkikikikikkk

1919122671818326426**30**45317Cost saving
37%35%24%31%25%23%31%34%30%**24%**37%31%

ckkchkck

613141511315213018**21**22184Customer preferences
12%24%29%17%17%20%21%16%20%**17%**18%18%

bmbcfjm

Reduce admin time spent
57780101161210**9**12100on alternative media

10%13%15%9%13%14%6%6%11%**7%**10%10%

f

441664810172**15**574Environmental reasons
8%6%2%8%6%10%9%9%2%**12%**4%7%

kkekkkaek

Convenience / ease of
41358963166**13**466use
8%2%7%7%12%7%3%9%7%**10%**4%7%

llll

Unreliable postal
*3116*223-**4**521service
1%6%2%2%*%3%2%1%-%**3%**4%2%

jm

11115-1156**1**-19Price of postage
3%2%2%2%-%2%1%3%7%**1%**-%2%

acj

Proof of delivery / know
it has got there /

*1-15--44-**5**-15reliable
*%1%-%2%-%-%4%2%-%**4%**-%1%

kmkm

Security / data
**112*-14-**4**-13protection
*%1%1%1%*%-%1%2%-%**4%**-%1%

mm

Everyone else is doing
it / client's like this

1-*11-3132**-**112method
2%-%1%1%-%4%1%2%2%**-%**1%1%

cl

1*18--2--**4**210More efficient
2%1%1%1%-%-%2%-%-%**3%**2%1%

Offers more creative
-*18-2-3-******10choices
-%1%2%1%-%3%-%2%-%***%***%1%

m
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
141127121641526281129641910343881030Unweighted total

51554986474791011898624125651211020Weighted total

Forced to by colleagues
/ system changes in the

1*17-4-*-**2**-9company
1%*%2%1%-%4%-%*%-%**1%**-%1%

afjl

Company budget has been
--15-*121**-**-6diverted to other media
-%-%1%1%-%*%1%1%2%**-%**-%1%

Good for sending
**14---2-**2**-5invoices /attachments
*%1%2%*%-%-%-%1%-%**1%**-%1%

j

Speed - instantaneous /
*--------**-**-*fast response
1%-%-%-%-%-%-%-%-%**-%**-%*%

j

Increase in postal
-*-------**-**-*prices
-%*%-%-%-%-%-%-%-%**-%**-%*%

---------**-**--Royal Mail strike action
-%-%-%-%-%-%-%-%-%**-%**-%-%

121124224***-**-16Other
1%4%1%1%5%3%2%2%*%**-%**-%2%

acjacj

-*15-1--2**1***6Don't know
-%*%1%1%-%2%-%-%3%**1%***%1%

m
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
118912283747416583622710731101471030Unweighted total

979232287924116327259992490431020Weighted total

4547711940322129**11365**42**522Quicker
46%52%52%51%54%46%**43%66%**47%**51%

ebegh

292886425313624**8323**32**317Cost saving
30%31%28%32%33%37%**32%23%**35%**31%

ffff

24160481366211**4621**16**184Customer preferences
25%17%21%17%15%18%**18%21%**18%**18%

begh

Reduce admin time spent
11892871397**216**13**100on alternative media
11%10%12%9%10%11%**8%6%**15%**10%

deh

6681064337**193**7**74Environmental reasons
6%7%4%8%8%10%**7%3%**8%**7%

baada

Convenience / ease of
3641255266**206**6**66use
3%7%5%7%6%10%**8%6%**6%**7%

Unreliable postal
218516122**3-**3**21service
2%2%2%2%3%3%**1%-%**3%**2%

31621773**5-**2**19Price of postage
3%2%1%2%2%4%**2%-%**2%**2%

dd

Proof of delivery / know
it has got there /

*1551063**11**4**15reliable
*%2%2%1%2%4%**1%1%**5%**1%

eeh

Security / data
*1349112***-**-**13protection
*%1%2%1%3%3%***%-%**-%**1%

ee

Everyone else is doing
it / client's like this

-12483-**53**-**12method
-%1%2%1%1%-%**2%3%**-%**1%

19287-**12**-**10More efficient
1%1%1%1%2%-%***%2%**-%**1%

Offers more creative
181951***2**-**10choices
1%1%*%1%1%2%***%2%**-%**1%

eee

Forced to by colleagues
/ system changes in the

261841**31**-**9company
2%1%1%1%1%2%**1%1%**-%**1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
118912283747416583622710731101471030Unweighted total

979232287924116327259992490431020Weighted total

Company budget has been
23142-**21**-**6diverted to other media
2%*%1%1%1%-%**1%1%**-%**1%

a

Good for sending
23155-***-*****5invoices /attachments
2%*%*%1%1%-%***%-%***%**1%

a

Speed - instantaneous /
-**---***-**-***fast response
-%*%*%-%-%-%***%-%**-%***%

Increase in postal
-**-*-**--**-***prices
-%*%*%-%*%-%**-%-%**-%***%

------**--**-**-Royal Mail strike action
-%-%-%-%-%-%**-%-%**-%**-%

4127932**74*****16Other
4%1%3%1%1%3%**3%4%***%**2%

aah

*5-62-**1-**2**6Don't know
*%1%-%1%1%-%**1%-%**2%**1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2041536602510051030Unweighted total
181146673369841020Weighted total

8673354**502522Quicker
47%50%53%**51%51%

4150220**311317Cost saving
23%34%33%**32%31%

cc

4519119**176184Customer preferences
25%13%18%**18%18%

ab

Reduce admin time spent
161763**96100on alternative media

9%12%9%**10%10%

141048**7474Environmental reasons
8%7%7%**7%7%

Convenience / ease of
51446**6666use
3%9%7%**7%7%

cc

Unreliable postal
5115**1821service
3%*%2%**2%2%

2*16**1919Price of postage
1%*%2%**2%2%

Proof of delivery / know
it has got there /

2310**1315reliable
1%2%2%**1%1%

Security / data
329**1313protection
1%1%1%**1%1%

Everyone else is doing
it / client's like this

327**1012method
2%2%1%**1%1%

316**910More efficient
2%1%1%**1%1%

Offers more creative
135**1010choices
1%2%1%**1%1%

Forced to by colleagues
/ system changes in the

225**99company
1%2%1%**1%1%

Company budget has been
-15**66diverted to other media
-%*%1%**1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2041536602510051030Unweighted total
181146673369841020Weighted total

Good for sending
-23**55invoices /attachments
-%1%1%**1%1%

Speed - instantaneous /
*--****fast response
*%-%-%***%*%

Increase in postal
--*****prices
-%-%*%***%*%

---**--Royal Mail strike action
-%-%-%**-%-%

3110**1616Other
2%1%1%**2%2%

113**66Don't know
1%1%*%**1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
1775063475251005-1112201528531030Unweighted total
1224844141151005-****151078971020Weighted total

46243233****520************44476522Quicker
38%50%56%****52%************41%53%51%

ccbb

55139123****307************44263317Cost saving
45%29%30%****31%************41%29%31%

abai

169672****184************15168184Customer preferences
13%20%17%****18%************14%19%18%

c

Reduce admin time spent
104544****100************1090100on alternative media

8%9%11%****10%************9%10%10%

103132****71************76474Environmental reasons
8%6%8%****7%************7%7%7%

Convenience / ease of
83721****66************85866use
7%8%5%****7%************8%6%7%

Unreliable postal
5413****19************31621service
4%1%3%****2%************3%2%2%

bb

478****18************31519Price of postage
3%1%2%****2%************3%2%2%

Proof of delivery / know
it has got there /

*105****15*************1515reliable
*%2%1%****2%*************%2%1%

Security / data
264****13************21113protection
2%1%1%****1%************2%1%1%

Everyone else is doing
it / client's like this

192****12************11112method
1%2%*%****1%************1%1%1%

18*****10************1910More efficient
1%2%*%****1%************1%1%1%

a

Offers more creative
145****10************1910choices
1%1%1%****1%************1%1%1%

Forced to by colleagues
/ system changes in the

432****6************159company
3%1%1%****1%************1%1%1%

ab

Company budget has been
*33****6*************56diverted to other media
*%1%1%****1%*************%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
1775063475251005-1112201528531030Unweighted total
1224844141151005-****151078971020Weighted total

Good for sending
-24****5************-55invoices /attachments
-%*%1%****1%************-%1%1%

Speed - instantaneous /
-*-*****************-**fast response
-%*%-%*****%************-%*%*%

Increase in postal
--******************-**prices
-%-%*%*****%************-%*%*%

---****-************---Royal Mail strike action
-%-%-%****-%************-%-%-%

*79****16*************1616Other
*%1%2%****2%*************%2%2%

411****6************426Don't know
3%*%*%****1%************3%*%1%

abai
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-641114437007282953727784837181030Unweighted total
-6446336966952553507494306941020Weighted total

************367354134168387218355522Quicker
************53%51%52%48%52%51%51%51%

************21022592117238139223317Cost saving
************30%32%36%34%32%32%32%31%

a

************131129494814086132184Customer preferences
************19%19%19%14%19%20%19%18%

ddddd

Reduce admin time spent
************60664334624459100on alternative media
************9%9%17%10%8%10%8%10%

abcdf

************4639143749363974Environmental reasons
************7%6%6%10%7%8%6%7%

acef

Convenience / ease of
************5437161856255066use
************8%5%6%5%7%6%7%7%

Unreliable postal
************161251217121721service
************2%2%2%3%2%3%2%2%

************117741261119Price of postage
************2%1%3%1%2%1%2%2%

Proof of delivery / know
it has got there /

************8947108915reliable
************1%1%2%2%1%2%1%1%

a

Security / data
************139851381013protection
************2%1%3%1%2%2%2%1%

f

Everyone else is doing
it / client's like this

************119371251012method
************2%1%1%2%2%1%2%1%

************982499810More efficient
************1%1%1%1%1%2%1%1%

Offers more creative
************971198910choices
************1%1%*%*%1%2%1%1%

d

Forced to by colleagues
/ system changes in the

************65-46459company
************1%1%-%1%1%1%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-641114437007282953727784837181030Unweighted total
-6446336966952553507494306941020Weighted total

Company budget has been
************43*54246diverted to other media
************1%*%*%1%*%*%1%1%

Good for sending
************33*13135invoices /attachments
************1%*%*%*%*%*%*%1%

Speed - instantaneous /
**************-*****fast response
*************%*%-%*%*%*%*%*%

Increase in postal
************-**----*prices
************-%*%*%-%-%-%-%*%

************--------Royal Mail strike action
************-%-%-%-%-%-%-%-%

************8132287816Other
************1%2%1%1%1%2%1%2%

************42144246Don't know
************1%*%1%1%1%1%1%1%

f
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
41171952202424-22-233631030Unweighted total
4721712322702-1*-**3471020Weighted total

**3474131146**************167522Quicker
**47%43%57%54%**************48%51%

cc

**25567481**************117317Cost saving
**35%32%32%30%**************34%31%

**16372860**************47184Customer preferences
**22%21%12%22%**************14%18%

bbb

Reduce admin time spent
**4172417**************34100on alternative media
**6%10%10%6%**************10%10%

**1101821**************3674Environmental reasons
**1%6%8%8%**************10%7%

ddd

Convenience / ease of
**522821**************1866use
**7%13%3%8%**************5%7%

bb

Unreliable postal
**-557**************1121service
**-%3%2%3%**************3%2%

***453**************419Price of postage
***%2%2%1%**************1%2%

Proof of delivery / know
it has got there /

**-73***************715reliable
**-%4%1%*%**************2%1%

abd

Security / data
**2182**************513protection
**3%1%3%1%**************1%1%

c

Everyone else is doing
it / client's like this

**-552**************712method
**-%3%2%1%**************2%1%

**-522**************410More efficient
**-%3%1%1%**************1%1%

Offers more creative
**-4*5**************110choices
**-%2%*%2%***************%1%

b

Forced to by colleagues
/ system changes in the

**122***************49company
**2%1%1%*%**************1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
41171952202424-22-233631030Unweighted total
4721712322702-1*-**3471020Weighted total

Company budget has been
**-121**************56diverted to other media
**-%1%1%*%**************1%1%

Good for sending
**-1*3**************15invoices /attachments
**-%*%*%1%***************%1%

Speed - instantaneous /
**---*****************fast response
**-%-%-%*%***************%*%

Increase in postal
**----**************-*prices
**-%-%-%-%**************-%*%

**----**************--Royal Mail strike action
**-%-%-%-%**************-%-%

***143**************216Other
***%1%2%1%**************1%2%

****2***************46Don't know
***%*%1%*%**************1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
317471139171661119554179741731030Unweighted total
30719104916142720042578611821020Weighted total

**3744747568**99****2827103522Quicker
**52%45%52%48%**49%****36%44%57%51%

cd

**2274327439**75****321850317Cost saving
**32%42%30%27%**38%****42%30%28%31%

acaba

**137617823**24****11926184Customer preferences
**19%6%19%16%**12%****14%15%14%18%

b

Reduce admin time spent
**5989116**19****51018100on alternative media
**8%8%10%11%**9%****6%16%10%10%

c

**43165912**25****372174Environmental reasons
**6%15%6%8%**12%****4%12%12%7%

aa

Convenience / ease of
**5113548**9****91766use
**7%12%6%6%**5%****12%2%4%7%

aabd

Unreliable postal
**171206**4****31921service
**2%1%2%4%**2%****3%1%5%2%

**9415***3****1-319Price of postage
**1%4%2%*%**2%****2%-%2%2%

a

Proof of delivery / know
it has got there /

**94123**4****2-515reliable
**1%3%1%2%**2%****3%-%3%1%

Security / data
**13-13***4****4**13protection
**2%-%1%*%**2%****6%*%*%1%

a

Everyone else is doing
it / client's like this

**121113**3****4-112method
**2%1%1%2%**2%****5%-%1%1%

a

**727***3****-1210More efficient
**1%2%1%*%**2%****-%2%1%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
317471139171661119554179741731030Unweighted total
30719104916142720042578611821020Weighted total

Offers more creative
**9281********-110choices
**1%2%1%*%***%*****%-%*%1%

Forced to by colleagues
/ system changes in the

**4451**3****-2-9company
**1%3%1%1%**1%****-%3%-%1%

aaaca

Company budget has been
**4-63**2*****146diverted to other media
***%-%1%2%**1%*****%2%2%1%

Good for sending
**3-51*******-*15invoices /attachments
***%-%1%*%***%****-%*%*%1%

Speed - instantaneous /
***-****-****--**fast response
***%-%*%*%**-%****-%-%*%*%

Increase in postal
**--*-**-****---*prices
**-%-%*%-%**-%****-%-%-%*%

**----**-****----Royal Mail strike action
**-%-%-%-%**-%****-%-%-%-%

**8*161**1****11116Other
**1%*%2%1%**1%****1%1%1%2%

**4*52**2****--36Don't know
**1%*%1%1%**1%****-%-%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1016912371112601310988331030Unweighted total
-806712421072411410481341020Weighted total

**3834611242126**4725**522Quicker
**47%52%46%39%52%**45%31%**51%

bb

**34219745068**4237**317Cost saving
**43%33%31%47%28%**40%46%**31%

aba

**1412850939**98**184Customer preferences
**18%19%21%8%16%**8%10%**18%

b

Reduce admin time spent
**854221025**102**100on alternative media
**10%8%9%9%10%**9%3%**10%

b

**535131125**1110**74Environmental reasons
**7%5%6%11%10%**10%12%**7%

b

Convenience / ease of
**34717108**128**66use
**4%7%7%9%3%**12%10%**7%

a

Unreliable postal
**41615-12**23**21service
**4%2%6%-%5%**2%3%**2%

bb

***11113**31**19Price of postage
***%2%*%1%1%**2%2%**2%

Proof of delivery / know
it has got there /

**39525**-***15reliable
**3%1%2%2%2%**-%*%**1%

Security / data
**-106-5**2-**13protection
**-%2%2%-%2%**2%-%**1%

Everyone else is doing
it / client's like this

**-10333**33**12method
**-%2%1%3%1%**3%4%**1%

***8521**22**10More efficient
**1%1%2%2%1%**2%3%**1%

Offers more creative
**292****2***10choices
**2%1%1%*%*%**2%*%**1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1016912371112601310988331030Unweighted total
-806712421072411410481341020Weighted total

Forced to by colleagues
/ system changes in the

**243-2**2-**9company
**2%1%1%-%1%**2%-%**1%

Company budget has been
**-41-5**--**6diverted to other media
**-%1%1%-%2%**-%-%**1%

Good for sending
**-3--1***-**5invoices /attachments
**-%1%-%-%*%***%-%**1%

Speed - instantaneous /
****-*-*******fast response
**1%*%-%*%-%***%1%***%

Increase in postal
**-----**--***prices
**-%-%-%-%-%**-%-%***%

**-----**--**-Royal Mail strike action
**-%-%-%-%-%**-%-%**-%

***5512**11**16Other
***%1%2%1%1%**1%1%**2%

***4**3**--**6Don't know
***%1%*%*%1%**-%-%**1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13481591295464689-77254258-854311931030Unweighted total
18428576265413664-59232250-633891831020Weighted total

**197302136209341**17112106**2320190522Quicker
**46%52%51%51%51%**30%48%42%**37%52%49%51%

bccc

**15817681134213**257892**2412960317Cost saving
**37%31%31%32%32%**42%34%37%**38%33%33%31%

a

**86994583128**82843**178029184Customer preferences
**20%17%17%20%19%**13%12%17%**27%21%16%18%

a

Reduce admin time spent
**4648274457**62721**53620100on alternative media
**11%8%10%11%9%**10%12%8%**8%9%11%10%

**2929263435**92129**3281974Environmental reasons
**7%5%10%8%5%**16%9%11%**6%7%10%7%

a

Convenience / ease of
**2443102248**11113**322766use
**6%7%4%5%7%**3%5%5%**5%6%4%7%

c

Unreliable postal
**716121216**3107**1111021service
**2%3%5%3%2%**5%4%3%**2%3%5%2%

**85367**-33***6219Price of postage
**2%1%1%2%1%**-%1%1%***%2%1%2%

Proof of delivery / know
it has got there /

**59579***74**37615reliable
**1%2%2%2%1%***%3%2%**4%2%3%1%

Security / data
**10135810**3*5***8713protection
**2%2%2%2%2%**4%*%2%***%2%4%1%

bb

Everyone else is doing
it / client's like this

**85438**177**14412method
**2%1%1%1%1%**2%3%3%**2%1%2%1%

**66397***33***9510More efficient
**2%1%1%2%1%**1%1%1%**1%2%3%1%

Offers more creative
**57189**-****-8210choices
**1%1%*%2%1%**-%*%*%**-%2%1%1%

Forced to by colleagues
/ system changes in the

**44244**234**-429company
**1%1%1%1%1%**4%1%2%**-%1%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13481591295464689-77254258-854311931030Unweighted total
18428576265413664-59232250-633891831020Weighted total

Company budget has been
**23524**-33**-1*6diverted to other media
***%1%2%*%1%**-%1%1%**-%*%*%1%

ab

Good for sending
**33113**-11***1*5invoices /attachments
**1%1%*%*%1%**-%*%*%***%*%*%1%

Speed - instantaneous /
***********-****-*fast response
***%*%*%*%*%**1%*%-%**1%*%-%*%

Increase in postal
**-----**---**---*prices
**-%-%-%-%-%**-%-%-%**-%-%-%*%

**-----**---**----Royal Mail strike action
**-%-%-%-%-%**-%-%-%**-%-%-%-%

**58278***22***5616Other
**1%1%1%2%1%***%1%1%***%1%3%2%

**24124***4****2*6Don't know
**1%1%*%1%1%***%2%*%***%1%*%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
415162846556226331641342081030Unweighted total
615132741154617301521011941020Weighted total

********197296****7243104522Quicker
********48%54%****48%43%54%51%

bddbd

********153169****453558317Cost saving
********37%31%****30%35%30%31%

a

********8093****242033184Customer preferences
********19%17%****16%19%17%18%

Reduce admin time spent
********4148****141422100on alternative media
********10%9%****9%14%11%10%

********2924****16101774Environmental reasons
********7%4%****11%10%9%7%

Convenience / ease of
********2240****73566use
********5%7%****4%3%3%7%

Unreliable postal
********916****85821service
********2%3%****5%5%4%2%

********76****13219Price of postage
********2%1%*****%3%1%2%

Proof of delivery / know
it has got there /

********59****53515reliable
********1%2%****3%3%2%1%

Security / data
********1011****5*513protection
********2%2%****3%*%2%1%

b

Everyone else is doing
it / client's like this

********84****42212method
********2%1%****3%2%1%1%

********76****-2210More efficient
********2%1%****-%2%1%1%

Offers more creative
********57******-10choices
********1%1%*****%*%-%1%

Forced to by colleagues
/ system changes in the

********44****2-29company
********1%1%****1%-%1%1%

Company budget has been
********33****1456diverted to other media
********1%1%****1%4%2%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
415162846556226331641342081030Unweighted total
615132741154617301521011941020Weighted total

Good for sending
********33****1115invoices /attachments
********1%1%*****%1%*%1%

Speed - instantaneous /
**************-***fast response
*********%*%****-%*%*%*%

Increase in postal
********--****---*prices
********-%-%****-%-%-%*%

********--****----Royal Mail strike action
********-%-%****-%-%-%-%

********26****1*216Other
*********%1%****1%*%1%2%

********24****--16Don't know
********1%1%****-%-%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
84412223837127298061410068429998369941030Unweighted total
82712727801*2259655819937989767949751020Weighted total

42268**416**98497277501406503411503522Quicker
51%54%**52%**44%51%48%50%51%52%52%52%51%

c

26234**246**95307197314258313261312317Cost saving
32%26%**31%**42%32%34%32%32%32%33%32%31%

ab

14931**142**34170104184138170139169184Customer preferences
18%24%**18%**15%18%18%18%17%17%17%17%18%

Reduce admin time spent
8113**81**2993569769937593100on alternative media
10%11%**10%**13%10%10%10%9%10%9%10%10%

558**60**257249736374637474Environmental reasons
7%7%**8%**11%7%8%7%8%8%8%8%7%

b

Convenience / ease of
573**54**155841635263536366use

7%3%**7%**7%6%7%6%7%6%7%6%7%

Unreliable postal
812**8**12017202021202121service
1%10%**1%***%2%3%2%3%2%3%2%2%

bcc

141**14**1178191017131719Price of postage
2%*%**2%***%2%1%2%1%2%2%2%2%

Proof of delivery / know
it has got there /

47**11**513915913111315reliable
1%6%**1%**2%1%2%2%1%1%1%1%1%

b

Security / data
13-**10**5139131213101313protection

2%-%**1%**2%1%1%1%1%1%1%1%1%

Everyone else is doing
it / client's like this

81**6**411712101181112method
1%1%**1%**2%1%1%1%1%1%1%1%1%

63**8**410910810101010More efficient
1%3%**1%**2%1%1%1%1%1%1%1%1%

b

Offers more creative
91**9**210410610101010choices
1%*%**1%**1%1%1%1%1%1%1%1%1%

Forced to by colleagues
/ system changes in the

51**3**388798789company
1%*%***%**1%1%1%1%1%1%1%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
84412223837127298061410068429998369941030Unweighted total
82712727801*2259655819937989767949751020Weighted total

Company budget has been
41**4**364646466diverted to other media
1%1%**1%**1%1%1%1%1%1%*%1%1%

Good for sending
32**3**155555355invoices /attachments
*%2%***%***%1%1%1%1%1%*%1%1%

Speed - instantaneous /
*-*******-******fast response
*%-%***%***%*%-%*%*%*%*%*%*%

Increase in postal
*-*****-*-******prices
*%-%***%**-%*%-%*%*%*%*%*%*%

--**-**---------Royal Mail strike action
-%-%**-%**-%-%-%-%-%-%-%-%-%

151**14**112716910101016Other
2%1%**2%***%1%1%2%1%1%1%1%2%

5-**3***52665556Don't know
1%-%***%***%1%*%1%1%1%1%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bacbacbaba*baSignificance Level: 95%
-1030847491272786501001674791831030Unweighted total
-1020846481252776568316649141841020Weighted total

**522438**661523293876****82522Quicker
**51%52%**53%55%50%45%46%****45%51%

bb

**317270**361051882464****68317Cost saving
**31%32%**29%38%29%29%38%****37%31%

b

**184161**16521221010****13184Customer preferences
**18%19%**13%19%19%12%6%****7%18%

Reduce admin time spent
**10084**113556813****13100on alternative media
**10%10%**9%13%9%9%8%****7%10%

**7447**209511021****2774Environmental reasons
**7%6%**16%3%8%12%13%****15%7%

cccc

Convenience / ease of
**6651**101353115****1966use
**7%6%**8%5%8%1%9%****10%7%

a

Unreliable postal
**2115**3119-2****521service
**2%2%**3%*%3%-%1%****3%2%

c

**1915**4613-7****719Price of postage
**2%2%**3%2%2%-%4%****4%2%

Proof of delivery / know
it has got there /

**1511**2213*5****515reliable
**1%1%**2%1%2%*%3%****3%1%

Security / data
**1313**-3732****213protection
**1%2%**-%1%1%3%1%****1%1%

Everyone else is doing
it / client's like this

**1211**-2915****512method
**1%1%**-%1%1%1%3%****3%1%

**107**246-4****210More efficient
**1%1%**2%1%1%-%2%****1%1%

Offers more creative
**1010**-64-2****210choices
**1%1%**-%2%1%-%1%****1%1%

b

Forced to by colleagues
/ system changes in the

**97**12425****59company
**1%1%***%1%1%3%3%****3%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bacbacbaba*baSignificance Level: 95%
-1030847491272786501001674791831030Unweighted total
-1020846481252776568316649141841020Weighted total

Company budget has been
**65***33--****-6diverted to other media
**1%1%***%1%*%-%-%****-%1%

Good for sending
**55***41-******5invoices /attachments
**1%1%***%2%*%-%*%*****%1%

b

Speed - instantaneous /
******--*-*******fast response
***%*%**-%-%*%-%*%*****%*%

Increase in postal
******--*--****-*prices
***%*%**-%-%*%-%-%****-%*%

**--**-----****--Royal Mail strike action
**-%-%**-%-%-%-%-%****-%-%

**1611**531211****316Other
**2%1%**4%1%2%1%1%****2%2%

c

**66**-222******6Don't know
**1%1%**-%1%*%2%*%*****%1%

b
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
6392827367100839310181871081030Unweighted total
5199871157648931047297100781020Weighted total

275252422430496637534940522Quicker
53%53%60%37%32%62%53%64%51%54%49%51%51%

hhihihihibhihhihh

132723262227313725383314317Cost saving
25%28%27%23%29%55%34%36%35%39%33%18%31%

aabcdefhijkaaaia
l

10131237117171911131517184Customer preferences
20%14%14%32%15%14%18%19%16%14%15%21%18%

bcdefghjk

Reduce admin time spent
52010127610126-11*100on alternative media

10%20%11%11%10%13%11%11%8%-%11%*%10%

acacdacacacacacacacac

55686475578774Environmental reasons
10%5%7%7%8%8%7%5%7%7%8%9%7%

Convenience / ease of
6951312152*53566use

12%9%5%11%16%2%5%2%1%5%3%6%7%

degdegdegabcdefgjd

Unreliable postal
*1-63-27-1**21service
1%1%-%5%4%-%2%7%-%1%*%*%2%

adgjabdgj

23453-**-11119Price of postage
3%3%5%4%3%-%1%*%-%1%1%1%2%

degdg

Proof of delivery / know
it has got there /

--1-512-*2*415reliable
-%-%1%-%6%2%2%-%*%2%*%5%1%

bdeiklbdeik

Security / data
-1*3*-*2222-13protection
-%1%*%2%*%-%*%2%3%2%2%-%1%

Everyone else is doing
it / client's like this

114-2-*2--2-12method
2%1%4%-%3%-%1%2%-%-%2%-%1%

adg

*211--21--2-10More efficient
1%2%1%1%-%-%2%1%-%-%2%-%1%

Offers more creative
3*12--**-21-10choices
5%*%2%2%-%-%1%*%-%2%1%-%1%

adeg

Forced to by colleagues
/ system changes in the

--3*--2*-1129company
-%-%3%*%-%-%2%*%-%1%1%3%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
6392827367100839310181871081030Unweighted total
5199871157648931047297100781020Weighted total

Company budget has been
--3-*---21**6diverted to other media
-%-%3%-%*%-%-%-%3%1%*%*%1%

Good for sending
*---------*55invoices /attachments
1%-%-%-%-%-%-%-%-%-%*%6%1%

bcdefghijk

Speed - instantaneous /
-------*----*fast response
-%-%-%-%-%-%-%*%-%-%-%-%*%

Increase in postal
----------*-*prices
-%-%-%-%-%-%-%-%-%-%*%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

---*224*24-216Other
-%-%-%*%3%4%4%*%3%4%-%2%2%

kk

*11-**--*2-*6Don't know
1%1%2%-%*%*%-%-%*%2%-%*%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
2372402772761030Unweighted total
2372392692751020Weighted total

13297152141522Quicker
56%40%57%51%51%

ccc

63759485317Cost saving
27%31%35%31%31%

d

36554845184Customer preferences
15%23%18%16%18%

d

Reduce admin time spent
35262712100on alternative media
15%11%10%4%10%

aaa

1618172274Environmental reasons
7%8%6%8%7%

Convenience / ease of
202681366use

8%11%3%5%7%

bab

Unreliable postal
289121service
1%4%3%*%2%

adad

971219Price of postage
4%3%*%1%2%

abb

Proof of delivery / know
it has got there /

152715reliable
1%2%1%2%1%

Security / data
234413protection
1%1%2%2%1%

Everyone else is doing
it / client's like this

622212method
2%1%1%1%1%

413210More efficient
2%*%1%1%1%

Offers more creative
421310choices
2%1%*%1%1%

Forced to by colleagues
/ system changes in the

3*339company
1%*%1%1%1%

Company budget has been
3*216diverted to other media
1%*%1%*%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 139  (continuation)                                                                                                                                                  Page 2432

QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
2372402772761030Unweighted total
2372392692751020Weighted total

Good for sending
*--55invoices /attachments
*%-%-%2%1%

bc

Speed - instantaneous /
--*-*fast response
-%-%*%-%*%

Increase in postal
---**prices
-%-%-%*%*%

-----Royal Mail strike action
-%-%-%-%-%

-46616Other
-%2%2%2%2%

ddd

3**26Don't know
1%*%*%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 22/01/20



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129561344475714965511133014561952Unweighted total

5937124531726607144019402000Weighted total

1282598164----384384North 0-9 Employees
20%22%20%18%23%-%-%-%-%20%19%

bcde

21221151310-15North 10+ Employees
4%2%2%*%*%25%22%25%26%-%1%

abaaaaaa

14728131172----465465Mids 0-9 Employees
23%19%23%25%24%-%-%-%-%24%23%

bcde

41111152310-15Mids 10+ Employees
6%3%1%*%*%25%32%23%24%-%1%

abcabaaaaa

151352227273----829829South 0-9 Employees
26%36%42%43%38%-%-%-%-%43%41%

eeebcde

3112115249-15South 10+ Employees
5%3%1%*%*%25%24%29%24%-%1%

abcabaaaa

651370114----263263Wal/Sco/NI 0-9 Employees
11%13%10%13%16%-%-%-%-%14%13%

bcde

21211152310-15Wal/Sco/NI 10+ Employees
4%2%1%*%*%25%22%23%26%-%1%

ababaaaaa
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
243239232123810212714822013152209791701952Unweighted total

921051001703147167192328173682751212332000Weighted total

2263741285--16465-65384North 0-9 Employees
2%2%6%22%87%3%-%-%95%95%-%5%2%19%

cfcfcfglabcfghkcfgabcfghjklabcfghjklmabcfghijklcfgcf

lmmm

---155*-*72*-*15North 10+ Employees
-%-%-%1%3%*%-%*%4%3%*%-%*%1%

acfgjklmacfghjklmacfgklm

-4-46111149128--8109155465Mids 0-9 Employees
-%4%-%27%7%89%1%9%-%-%3%90%67%23%

ekmdegkmcdefgikacdefgijcdegklmkmcdefgijacdefgij

lmklmklmklm

--*1516**--*2515Mids 10+ Employees
-%-%*%1%1%3%*%*%-%-%*%2%2%1%

cefgjklmlmfklm

-63820251862951-261465829South 0-9 Employees
-%6%3%48%1%3%97%90%1%-%95%3%28%41%

emmabdehikmabdehijklmabdefhijklmabdefhibdehikl

lmmjklmm

--*15-*45**5*115South 10+ Employees
-%-%*%1%-%*%2%1%*%*%2%*%1%1%

lmlm

8488874-11-111-1263Wal/Sco/NI 0-9 Employees
91%83%87%*%-%1%*%-%*%1%*%-%*%13%

abcdefghabcdefghabcdefghij

ijlij

654----------15Wal/Sco/NI 10+ Employees
6%5%4%-%-%-%-%-%-%-%-%-%-%1%

acefghijabcefghiacefghij

j
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
208174452314297781067048816345202861952Unweighted total
175182545815427671165859015941175792000Weighted total

3035386298130201412921**4015384North 0-9 Employees
17%19%19%19%17%17%24%22%13%**23%19%19%

ddhdghd

2132136*122**4-15North 10+ Employees
1%1%*%1%1%*%2%*%1%**2%-%1%

ee

39425113352162351215137**4214465Mids 0-9 Employees
23%23%25%23%21%31%20%26%23%**24%18%23%

ach

3124116**31**3*15Mids 10+ Employees
2%1%1%1%1%*%1%*%1%**2%*%1%

a

76752149680353412123873**6026829South 0-9 Employees
43%41%32%44%46%36%35%40%46%**34%33%41%

babcegab

31231281121**2*15South 10+ Employees
2%1%1%1%1%1%1%*%1%**1%*%1%

1824595168951796321**2323263Wal/Sco/NI 0-9 Employees
10%13%21%11%12%15%16%11%13%**13%29%13%

abdegh

3127861132**2115Wal/Sco/NI 10+ Employees
2%1%2%1%1%*%1%*%1%**1%1%1%

a
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45028411888618661952Unweighted total
431283124511218882000Weighted total

714426228355384North 0-9 Employees
17%16%21%25%19%19%

bc

4110*1515North 10+ Employees
1%*%1%*%1%1%

936429817448465Mids 0-9 Employees
22%22%24%15%24%23%

429*1515Mids 10+ Employees
1%1%1%*%1%1%

19113248551777829South 0-9 Employees
44%47%39%46%41%41%

aa

429*1515South 10+ Employees
1%1%1%*%1%1%

603516415248263Wal/Sco/NI 0-9 Employees
14%12%13%13%13%13%

438*1515Wal/Sco/NI 10+ Employees
1%1%1%*%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 - Q4 2019
Table 140  (continuation)                                                                                                                                                  Page 2437

Weighting Var
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 22/01/20



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£5000+£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*kji*h*g*f*e*dcbaSignificance Level: 95%
36691667013601892-12644730615861952Unweighted total
2869018136461954-*2314023917142000Weighted total

56163165**10374************46328384North 0-9 Employees
19%18%20%**21%19%************19%19%19%

582**114************31015North 10+ Employees
2%1%*%**3%1%************1%1%1%

a

68189208**10455************59396465Mids 0-9 Employees
24%21%26%**21%23%************24%23%23%

b

762**114************6815Mids 10+ Employees
3%1%*%**3%1%************2%*%1%

abaai

112391326**21808************92716829South 0-9 Employees
39%43%40%**45%41%************38%42%41%

483**114************41115South 10+ Employees
2%1%*%**2%1%************1%1%1%

a

28130105**2261************26234263Wal/Sco/NI 0-9 Employees
10%14%13%**4%13%************11%14%13%

cjj

573**114************41015Wal/Sco/NI 10+ Employees
2%1%*%**2%1%************2%1%1%

aa
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
17517347312481307492735138585312461952Unweighted total
2655165012581282425733134276811932000Weighted total

**********722725885129241117211384North 0-9 Employees
**********15%18%20%20%18%18%15%18%19%

ccbb

**********112114713101215North 10+ Employees
**********1%1%1%1%1%1%1%1%1%

**********1129529999177312176284465Mids 0-9 Employees
**********21%23%23%23%24%23%23%24%23%

ab

**********1911581171115Mids 10+ Employees
**********2%1%1%1%1%1%1%1%1%

a

**********20530497157315559331492829South 0-9 Employees
**********40%42%39%37%43%42%43%41%41%

cceef

**********11010561291115South 10+ Employees
**********3%1%1%1%1%1%1%1%1%

**********81661856586182110160263Wal/Sco/NI 0-9 Employees
**********16%13%14%15%12%14%14%13%13%

a

**********11011661391215Wal/Sco/NI 10+ Employees
**********2%1%1%1%1%1%1%1%1%

a
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62333323894256-24-6117121952Unweighted total
51433044084823-12-487182000Weighted total

**20608575**************128384North 0-9 Employees
**14%20%21%16%**************18%19%

ad

**4333**************615North 10+ Employees
**3%1%1%1%**************1%1%

a

**227589125**************172465Mids 0-9 Employees
**15%25%22%26%**************24%23%

ddd

**3332**************715Mids 10+ Employees
**2%1%1%*%**************1%1%

a

**64111168213**************308829South 0-9 Employees
**45%36%41%44%**************43%41%

c

**4323**************615South 10+ Employees
**3%1%1%1%**************1%1%

ab

**22465459**************85263Wal/Sco/NI 0-9 Employees
**16%15%13%12%**************12%13%

**4332**************615Wal/Sco/NI 10+ Employees
**3%1%1%*%**************1%1%

ab
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
60132524317093052041014941751493031952Unweighted total
53128923817622811343914781821513072000Weighted total

82334833642**87**18332356384North 0-9 Employees
14%18%20%19%15%**20%**23%18%15%18%19%

1123124**3**212215North 10+ Employees
2%1%1%1%1%**1%**2%1%1%1%1%

132996540073**101**27463371465Mids 0-9 Employees
25%23%27%23%26%**23%**34%25%22%23%23%

ab

*113123**4**321215Mids 10+ Employees
*%1%1%1%1%**1%**3%1%1%1%1%

2353690739117**191**227873128829South 0-9 Employees
43%42%38%42%42%**43%**29%43%48%42%41%

ddd

*122133**3**121215South 10+ Employees
1%1%1%1%1%**1%**1%1%1%1%1%

61752423835**48**5201842263Wal/Sco/NI 0-9 Employees
12%14%10%14%12%**11%**7%11%12%14%13%

1113123**3**111315Wal/Sco/NI 10+ Employees
2%1%1%1%1%**1%**1%1%1%1%1%
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1165118041823250222204168731952Unweighted total
*123113241022950218191158802000Weighted total

**13205665971**594020384North 0-9 Employees
**10%18%16%26%14%**31%25%25%19%

ca

**111534**22-15North 10+ Employees
**1%1%1%1%1%**1%2%-%1%

**212718854120**422814465Mids 0-9 Employees
**17%24%22%24%24%**22%18%18%23%

**210435**32115Mids 10+ Employees
**1%1%1%1%1%**1%1%1%1%

**6246319382233**616436829South 0-9 Employees
**51%41%47%36%46%**32%41%46%41%

bbb

**210424**21115South 10+ Employees
**2%1%1%1%1%**1%1%1%1%

**19150462461**20177263Wal/Sco/NI 0-9 Employees
**15%13%11%11%12%**11%11%9%13%

**211424**21115Wal/Sco/NI 10+ Employees
**2%1%1%1%1%**1%1%1%1%
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
2386310415688111188117648551911477683511952Unweighted total
2677810125547311132*153482523*1126963362000Weighted total

**16316487111203**139492**910547384North 0-9 Employees
**21%16%16%15%18%**9%19%18%**8%15%14%19%

accc

**9105911**156**18515North 10+ Employees
**1%1%1%1%1%**1%1%1%**1%1%1%1%

**158232131166260**35110127**2916471465Mids 0-9 Employees
**20%23%24%23%23%**23%23%24%**26%24%21%23%

**896711**147**16315Mids 10+ Employees
**1%1%1%1%1%**1%1%1%**1%1%1%1%

**304445248317471**73202225**47298163829South 0-9 Employees
**39%44%45%43%42%**48%42%43%**42%43%49%41%

b

**795811**244**28415South 10+ Employees
**1%1%1%1%1%**1%1%1%**2%1%1%1%

**11913368105154**255959**219840263Wal/Sco/NI 0-9 Employees
**15%13%12%14%14%**16%12%11%**19%14%12%13%

a

**995811**243**28315Wal/Sco/NI 10+ Employees
**1%1%1%1%1%**1%1%1%**2%1%1%1%
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
625244483998358693092543821952Unweighted total
827214775595846703012203692000Weighted total

********15815889443655384North 0-9 Employees
********21%17%18%13%15%16%15%19%

a

********9101*32415North 10+ Employees
********1%1%2%1%1%1%1%1%

********156225917734586465Mids 0-9 Employees
********21%24%20%24%24%21%23%23%

********88**43415Mids 10+ Employees
********1%1%*%*%1%1%1%1%

********291414173413493169829South 0-9 Employees
********39%43%37%49%45%42%46%41%

b

********791132315South 10+ Employees
********1%1%2%1%1%1%1%1%

********11612598383644263Wal/Sco/NI 0-9 Employees
********15%13%19%12%13%16%12%13%

********99**23415Wal/Sco/NI 10+ Employees
********1%1%1%1%1%1%1%1%
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1589220401583449518381134190615841868155018481952Unweighted total
1599239541583244118701128194415591891151418722000Weighted total

30347**303**50353204373297361268355384North 0-9 Employees
19%20%**19%**11%19%18%19%19%19%18%19%19%

cc

131**12**31410151415141515North 10+ Employees
1%1%**1%**1%1%1%1%1%1%1%1%1%

35656**357**87441253449349438354435465Mids 0-9 Employees
22%23%**23%**20%24%22%23%22%23%23%23%23%

131**12**41410151415131515Mids 10+ Employees
1%1%**1%**1%1%1%1%1%1%1%1%1%

67399**657**215769484806651783634776829South 0-9 Employees
42%41%**41%**49%41%43%41%42%41%42%41%41%

ab

122**13**41410151315141515South 10+ Employees
1%1%**1%**1%1%1%1%1%1%1%1%1%

21731**216**71251148257208250203247263Wal/Sco/NI 0-9 Employees
14%13%**14%**16%13%13%13%13%13%13%13%13%

131**13**6149151315131415Wal/Sco/NI 10+ Employees
1%1%**1%**1%1%1%1%1%1%1%1%1%
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9221030161293232348137122535087163691952Unweighted total
9801020166399234362141521135791193852000Weighted total

205179322204251302318920**95384North 0-9 Employees
21%18%19%20%18%14%21%15%25%21%**25%19%

ac

781211112241**315North 10+ Employees
1%1%1%1%1%*%1%1%1%1%**1%1%

226238391264692322458223**90465Mids 0-9 Employees
23%23%24%26%20%25%23%21%23%25%**23%23%

78101449231**415Mids 10+ Employees
1%1%1%1%2%1%1%1%1%1%**1%1%

395433677401111665619513935**154829South 0-9 Employees
40%42%41%41%48%46%40%45%39%39%**40%41%

cb

691212310231**315South 10+ Employees
1%1%1%1%1%1%1%1%1%1%**1%1%

12813522792643189313410**32263Wal/Sco/NI 0-9 Employees
13%13%14%9%11%12%13%15%9%11%**8%13%

691212310231**415Wal/Sco/NI 10+ Employees
1%1%1%1%1%1%1%1%1%1%**1%1%
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Month
Dec' 2019Nov' 2019Oct' 2019Sep' 2019Aug' 2019Jul' 2019Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Total base

lkjihgfedcbaSignificance Level: 95%
1331711931551381691651671681601651681952Unweighted total
1101832072421491101911931171801931272000Weighted total

204237384018363623403322384North 0-9 Employees
19%23%18%16%27%16%19%19%20%22%17%17%19%

bgij

---11311311315North 10+ Employees
-%-%-%*%1%3%1%*%3%1%*%3%1%

jkljkjk

223859693214356218445318465Mids 0-9 Employees
20%21%29%28%22%13%19%32%15%25%27%14%23%

gadfgadfggadfghkladgadg

---12311321215Mids 10+ Employees
-%-%-%*%1%2%1%*%3%1%1%2%1%

jkjk

3785921085146916549657961829South 0-9 Employees
34%46%44%45%34%42%48%34%42%36%41%48%41%

ehleecehlcehl

---*2311311315South 10+ Employees
-%-%-%*%1%3%1%*%3%1%1%2%1%

ijkjkj

301820252020232616262415263Wal/Sco/NI 0-9 Employees
28%10%9%11%13%18%12%13%14%15%12%12%13%

abcdefghijjk

k

---11311211315Wal/Sco/NI 10+ Employees
-%-%-%*%1%3%1%1%2%*%1%2%1%

jkjjk
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Quarter
Q4 2019Q3 2019Q2 2019Q1 2019Total base

dcbaSignificance Level: 95%
4974625004931952Unweighted total
5005005005002000Weighted total

99959595384North 0-9 Employees
20%19%19%19%19%

-55515North 10+ Employees
-%1%1%1%1%

ddd

120115115115465Mids 0-9 Employees
24%23%23%23%23%

-55515Mids 10+ Employees
-%1%1%1%1%

ddd

214205205205829South 0-9 Employees
43%41%41%41%41%

-55515South 10+ Employees
-%1%1%1%1%

ddd

68656565263Wal/Sco/NI 0-9 Employees
14%13%13%13%13%

-55515Wal/Sco/NI 10+ Employees
-%1%1%1%1%

ddd
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